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Measuring customer satisfaction to improve the quality of service
in BNP Paribas Bank
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Abstract :

This article primarily aims to establish a theoretical foundation that clarifies and
explains the key concepts associated with the quality of banking services, customer
satisfaction, and the methods used to assess this quality. The significance of the study
lies in examining how the main dimensions of service quality namely tangibility,
responsiveness, reliability, security, and empathy affect customer satisfaction levels, as
well as the behaviors that result from these perceptions.

KeyWords: Banking services - Banking service quality - Customer satisfaction - Bank -
Quality measurement.
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