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Abstract:
The present study aimed to determine the role of marketing with

zegai20@mail.com : sy (s saua 1 Jw bt A5
96


mailto:zegai20@mail.com

U}‘J s ddlﬂ) c‘“S\;) ‘54-\.3?

relationships as a mediator between the quality of banking service, and
customer satisfaction in commercial banks in Saida city, the sample consist
of 381 customers, and in order to address this, a questionnaire was conducted
included 46 items, the results were analyzed using statistical software
(SPSS.V.22), with a set of statistical tools and methods including path
analysis using (AMOS, V22). The study showed that the level of the rating
of the research sample to the dimension of the quality of banking services,
and marketing relationships, was medium, besides the level of customer
satisfaction on the banks in question was low. The results showed that there
is a significant effect of quality banking service on both relationship
marketing and customer satisfaction. The study also confirmed the existence
of a significant effect on the quality of banking service on customer
satisfaction with the existence of relationship marketing.

Keywords: Quality of Service, Relationship Marketing, Customer
Satisfaction, Medium Variable, Commercial Banks.
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ICOm] ICm!| [Tm]

MODEL FIT
Chi-square=141.547
Ratio=3.370

CF1=0.0.935
RMSEA=0.08

(AMOS.V.22) ity ol : yhadl
Bt 53 o(Latente) uls” olpaze 5 Jla OF Slel JKad I o s

Bl kit Jyose oS site 1S5 «(SAT)Os) Loy (MR 5l ((QS)aSsl)

112



U}“’i s ddb) c‘“S\;) ‘54-\.3?

& ) ol o oy Wadt dng & o) Wkl i Jpose Jr e Sy (Manifest)
Tt py JSH Z3sadl Loz s (€14 @13) Y1 elos W LT (5000 jaie ST Bl
OB LY 5 Julsall o b g ol M gy S Ll 7 e 835l Julal) Litad
ol f2F ol i) ol G5 2B Lty 3,500 Blall Gl JuE oL e 25,3

o 9o LS s LS oS 23sad) 2alal) 859 ola5e OF LS, (Laith.A, 2011) )

L;w Jedl 3
CJ}Q.J\ E\L\hl\ 3.}5?, Q\J.."J}A :6 dj.@,-\
ey (Absolute Fit Indexes) aallalt idlali &t g0
0.943 Joreskdg and Sorbém GFI
0.923 Joreskdg and Sorbém AGFI
0.08 Steiger and Lind RMSEA Index
) (Incremental Fit Indexes) .k ddall &t 205
0.895 Bentler and Bonett Normed Fit Index (NFI)
0.935 Bentler Comparative Fit Index (CFI)
0.915 Incremental Fit Index (IFI)

ekl B3le] an ((AMOS.V.22) sl ol 2 gl
Lol LI Jalas plisaal & (ol o) op bV 83 LY by ¥ Sk B —
13V g (2 (e s LS"(Pearson Correlation)

Lyl e o LYY Jalae il 7 Jgud!

(SAT) (MR) (QS)

1 (QS)

1 0.663" (MR)
000

1 0.764 0.758** | (SAT)
.000 .000

P™<0.01; p°<0.05; n=381
(SPSS.V.22) zibiy ol - junl

S Reddk B39 92 gias D)) BVe s O man oMol Joudd wils S5 o
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B glodl gl 0 ke
(0.758™) 5 (0.663™) sl e Logiw L3V folan ik 3) Opll Loy UL 25ty

Bt o Agme bL3) e Sua O ) Laf Fud 25 LS ¢(0.01) dgins Sstus s

L Liag ¢(0.01) Bsims (Sstms ie (0.76477) Lugiw LL3YI Jalas &y 31 09l Loy UYL
Al Slpaze oy Bsme LLSIBMe Sla O e ot ) Lo ded ) 2o ) o ey
Sl IV ey iyl i) sl ST SBe e Y 18,00l Ol Sl B -
rk WS S Sl Sl o) il QW1 Jgad e (5)

(Direct effect) 5,ath &1l Ol puis 18 Joud

[SAT] [MR]
0.16 0.89 [QS]
0.77 - [MR]

skl 531] da; ((SPSS.V.22) s olon 2 pokaal

iad o (0.16) cab Ol Loy o a8 weadkl 53k sl 08U 58 Of LS
ey (%0 73) e comgly A Ogll Lo edl) Ll g Gl 0dn ey ey (P<0.05)
29 Ol Loy e A anad 5ot ol gsime 1B g ol Laslie @) 25l 20400 L&
(2070 eslam) aalys anlys o 38 sy 345

iy GBI g Jo S daad) 53t all 5l 55 OF oDel Jgad) oy LS
il U SNl Grgild ikl L) g2 ) 0da ey 2y ((P<0.05) 23 0 (0.89)
A Aaad) a3t sl Syimn 230t & Laslie ) W) 2o ) LB adey (% 79) «ed
BN g e

& (0.77) i 09l Loy Jo oML asnil] Ll 501 398 OF o3l Joadhl o LS
(% 73) aed gl @V Ol Lo il Ll on Bl ol ey L2y ((P<0.05) a3
ol Loy Jo Sl gl ol gime 1B g al Laslis gl W) 204 L5 ke

.(Rahmat Madjid et al, 2013) al)> xo a5 2
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RPT IE W IRV [RE PP (U VAW U [ P I VS S (R AW G | RT3 [T TR
tsk WS Sl Slam ) ol s QW1 Jgad) e () S0 I

.(Indirect effect) &0l x& o1l Oty 19 Jgud

[SAT] [MR]

(0.77X 0.89=0.68) - [QS]
- - [MR]
) - [SAT]

sz 5316) dmy ((SPSS.V.22) sl ol kaal

AU e 188 OF LS5 oSl Jpudly (5) ISKad) 3 aeisll Ll doy s IV e
SN 3l Lo o) ) e Ol Loy o) adl e a8 Aaid) B3 Jizud) pazel]
K (0.16) & I 05l Ly o 28 a8 Ll 51 o ST ny ¢(0.68) s
Loy e &Sl daad) a3 5l pd (Syimn B gy oF Laslin gly Asldh] 20,4 s ooty
Loy paeS DML Gl S92y Oyl
B 5

ek S Easan oA AL Ll Gan s SGLy o) oda S e Wl
Bhans s S e sy Ogyill Loy &S Redd) B3 Oy Ly piteS” MR 35l 9
SVl B dadl Logaasy oY1 Gl kit (ol lpacd 2l oalill L Lenzal
el il e desamt g e LS Ul oY1 S Ll e g sd) b Lezdlad) JSCA
By Bmy> e b Bl 2 Sedl (3 Reddh) B39 el Ggtn OF U Byl 25 iy -
dpslazeV) cCablad) iV QLY il e 150 S sleY) S G kg
gw gall
e e a2 ol 3 ML Srged) oot (ot OF ) ST anl ) ojlal -
t s e 1B ST sl V) CilSy il ST Sblnia) Slawgte o Blausze ABblgs G
JlasVI Gl caal
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(2010 «sla>) (2010 (s kb) (Rahmat Madjid et al, 2013))
a8 DNl Gyl 29y 05l Ly e 2SN B Bagel] T sy o ) ST
.(youcef, 2015) (2010 c o) aulys 4l chos L sy . Larey

I SV jan ] Al el ) ogdl ¢ 8 i) cg (3
bogas JL5 el @leadl 555 Cpwmt lea¥l anhll |2 )il Dol e (559,201 0 —
e solll BpolazeV) dny 8 Lokl Crnd Sote o cla> G el
@ S 5% 3 Jeodd) 0L sl gLl s oo B8 25y Wl gupeed) im0 oy =
Al Ol lgly Sl cnibge alidly U A8 S I e 3y (il plaly Al bl
ane B 25355 Oall e WS StV e Sl agd)
gLl s e g Ogl) aaidl il wdy LBy Jeal) Wlela] g Sl 3)15] plazal -
Pl slesly (g dhar Sl el madl iy el (i) G Al B
RGNSy ROIPRES P JUWE S X JUVI-N U AV g S HEAT
i Oled f o e Blidls oalo) gid ol e ob 01 lezaVlg 3L (65808 adklan -
Adpall Sendl & ezl
el Al .6
Gaga s A LY el el S (2002) L oligse et Jla
Lol 90 g1 Gid — ¥y Ol 52 gl L(2008) gLkl e Bl ¢ pe o il
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