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The impact of innovation in operations on the quality of banking service a sample
study of banks in Biskra
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i Abstract =

; The study aimed to find out the level of availability of innovation in operations in its various
¢ dimensions (innovation in service design, innovation in the moment of honesty, innovation in
i customer service) as well as the level of quality of banking service in the banks under study, and to
¢ demonstrate the impact of innovation in operations on the quality of banking service.we used a
i simple random sample Method to distribute 90 questionnaires to customers in the banks under study
i in Biskra state, and recovered 77 questionnaires valid for statistical analysis. f

; The study reached several results, the most important of which was the level of availability :
: of innovation in operations came on average and the level of availability of banking service quality :
¢ in the banks under study came high according to the study standards, so a statistically significant i
¢ impact of innovation in operations in its various dimensions was found on the quality of banking :
i service in the banks under study, and the study suggested the need to pay attention to innovation in
i the process of providing service because it has a positive impact on the quality of banking services
i provided to customers. :

Keywords: innovation, service design, moment of truth, customer service, quality of banking service.
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