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The role of the quality of banking services in improving the brand image of
customers: a field study at the Algerian Popular Credit Bank - El Tarf Agency
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Abstract:

The aim of the study is to highlight the impact of banking services quality on improving the
brand image among customers of the Algerian Popular Credit Bank- Tarf Agency, and to improve
that, a model was prepared that includes an Independent Variable represented by the quality of
banking services and its five dimensions (Tangibility, Reliability, Responsiveness, Empty and Safety)
and a Dependent Variable represented by the brand image among costumers. As well as a
guestionnaire was designed and distributed to a sample consists of fifty costumers from the study
population. To test hypotheses, the Statistical Package for the Social Services (SPSS) and appropriate
statistical methods were used. The study found that there is a statistical significant effect of banking
services on enhancing the brand image among customers of the Algerian Popular Credit Bank-Tarf
Agency. Accordingly, it is recommended to prepare strategies got ongoing improvement and
development of banking services to reinforce the positive perception among customers.

Keywords: Quality of banking services, Dimensions of service quality, Brand image, Algerian
Popular Credit Bank.
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