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Abstract

This study dealt with (the quality of banking services in Yemeni
commercial banks and its impact on the customer’s choice of the bank, a
field study on the International Bank of Yemen), and aimed to identify
the effect of the quality of banking services on choosing to work for the
bank (an applied study of the International Bank of Yemen.

The research community consisted of (60) workers and employees in the
International Bank of Yemen - the main center, Sana'a, where (65)
questionnaires were distributed and (60) were retrieved from them. In
order to achieve the objectives of this study and collect data from the
study population, we developed a questionnaire consisting of (26) items
distributed into six domains.

The data were analyzed using the statistical analysis package for the
social sciences (SPSS), where the arithmetic mean, standard deviation,
and values of Cronbach's alpha coefficients were used, and the study
reached several results, the most important of which are:

- The results of the test showed the hypotheses used in the multiple
regression analysis and the existence of a strong influence and
relationship between the dimensions of the variable of the quality of
banking services in commercial banks with the choice of work for the
banker in the bank in question.

- The results showed that there are many factors that affect the customer’s
choice of the bank, the most important of which is the availability of
quality in its various dimensions.

The study presented a set of recommendations, the most important of
which are:

1. That the bank’s management adopt service quality as a strategy for
competition and excellence, and that developing and improving the
quality of services provided by the bank be among its priorities as in the
tangibility dimension. This requires changes in the institution’s culture,
policies, goals and ways of thinking about it.

2. The bank’s management should adopt the necessity to provide systems
for dealing with customers ’complaints. This encourages customers to
submit complaints if they exist, and to make the channels of
communication with the officials’ centers in the bank open to customers
in the event of complaints, so that the bank’s goal is to win customers,
maintain them, and achieve their satisfaction.
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