o e 38

KIE Publication


http://www.kantakji.com

il 3agall Lyl | oloasd ) Buga dualy

-l R - -
> HIBA SYETRTIeE
okl Eoudly Il ka3
Jues ¥ 513y Jal sgall

Ay ol DY Ll b bl Sladh B3 3 s

Studying the quality of banking services in
Syrian Islamic banks

Ol = ladll we ||

Yovy Jodlin bl

www.kantakji.com 40 4o ¥ dadiall www.kie.university



http://www.kie.university
http://www.kantakji.com

il 3agall Lyl | oloasd ) Buga dualy

YVYA © 3ad 8y

www.kantakji.com 40 e ¥ dadiall www.kie.university



http://www.kie.university
http://www.kantakji.com

Ousgll Saeadl Ldyall Sloandl Buga deulys

csB O sl

P S (S 5y SV e sl QST ol sk O]
K}Luc....ad S%;\bd\ S g L“;a L;a))\.w}\ sLzzsY) e Oladge s e

.(L;s,,ﬁ.lzd\j W\)w@\gw\jww

.L“gg)jj\fi‘.d\&ﬁs.kj\.’e;fT P 5 SN 2l of e
el elginy gl o g Gyl plisnal O @
.w‘ ;\)ju'dl::‘mj

KIE university c\s il 5,45 Loy

www_kantakji.com : gos e Jool yall S

dualwyl laleall ada Sl jSpa (£ 4
Islamic Business Researches Center

www.kantakji.com A0 4o & daduiall www.kie.university



http://www.kie.university
http://www.kie.university
http://www.kantakji.com
http://www.kantakji.com

Ousgll Saeadl Ldyall Sloandl Buga deulys

>
i)
v
e
Q
>
(=

-’

S\ daala

https://kie.university

www.kantakji.com 40 yo 0 dadiall

www.kie.university



http://www.kantakji.com
http://www.kie.university
https://kie.university

Csgill Bagall L yenl) losall Suga dualyu

o -

C“ }
Q—‘&gbq?d)jf;«_uc@w%d}bﬁgw\fsﬂug}j&l
L S1S g LY Skl 4 Sl 35 L Bt ) G5 Y)
g Ul — e pa S — 608 gaa § OlaS da pluz ol pray

I G e A5

www.kantakji.com, www.kie.university

www.kantakji.com 40 e Vdadiall www.kie.university



http://www.kantakji.com
http://www.kie.university
http://www.kie.university
http://www.kantakji.com

Csgill Bagall L yenl) losall Suga dualyu

S
SLARD /L:'

a 5LE] ke 8,y 850 e Aoy cblad) B e oy o St
wwgy«;@.\\j@c}u\&@dmﬁ%oﬁ O 4 Yool ¢ el
L0555 Of o

Padlazy Loy yaidl 0,58y Jles V8 Y Sl agall 3 ,l5) S
I as g o OIS (SISl oSl Eomdl e s 3l
S S py e dpdedloder e el L3 Sl cals e JS
CIEN ISP BT 2

i 3131 ST STy (gt ad o o 3T S bl i L ST S

LMl oy ey 0Lzl a3 gy e e

www.kantakji.com A0 4o V dadiall www.kie.university



http://www.kie.university
http://www.kantakji.com

Csgill Bagall L yenl) losall Suga dualyu

52\

S G G g
dﬂ.écf&.gcd\jjﬁcwcdb.g LOchJgjxiaﬁ.éjJ\j:\ﬁM\q}lﬂ\gl

REER R RE

www.kantakji.com 40 4o A dadiall www.kie.university



http://www.kie.university
http://www.kantakji.com

ourgdll asall

Liyall Slearll Saga duulys

H SIS Ol ygdicea
1 o
v PR VX PR
A sl
4 sl
\ oA
\o douall
1 ALt elealy ud!
14 L Lo Ll y 1 Lo an]
Y- Ll y il A e
Y\ Ayl Calaa
YY Aty Aead
Yy L.ub.ﬂ‘c.@.m
YY Lgally daly l paizea
Y Aulydl dgus
Yo Wb pall Oleasadl 1 Jo ¥ Cmdl
Yo Lausdl
Y1 a0yl Lausdl
v 38 peall cileusnd! jaibad
Ya Sleusd) ETES
Y- daasntl 3)}.‘:5 ?L_Mi
Y s yiall dausdl 3aga

www.kantakji.com

40 4o A daduiall www.kie.university



http://www.kantakji.com
http://www.kie.university

Ousgll Saeadl Ldyall Sloandl Buga deulys

YY 3.:@)4@1‘ ?A.AJ.&J‘EJ};} o liwsd
¥4 AaSu ¥ CByliall 1S Comd!
¢A (taaltl JUQ?” EIEY S
o Lol Ll
AaadLoa§l oy Leall 2 3 peall cslantindl Bagond sdeall iy 33kt s Bludl Ll
ov LJ}AJ‘
58y e, 928 B o Pyl ) By o P 90 ]
1 38,1
bty Sae o Agoy cyo Byttt Bage @unzty Aatant] e Bl fulos
AY gl Apadhes ¥l () Ll by Ao Lol L) Julond oSl

A0 Lygeadl AoV Coylall 2 A ynll cileaddl g sl diaill daadl

AV Orluogilly bt
Q bl
AA S les gl
q. 1_3-b1|
q- ayadl yalaall
ay LY alall
At g ST p3loll

www.kantakji.com 40 e Ve dadiall www.kie.university



http://www.kie.university
http://www.kantakji.com

il 3agall Lyl | oloasd ) Buga dualy

sl
Cicw gl 1 Lao bl i 2l Sledd) 85 5 il )3 L AU a0l s
o M3y (e el Loy (st Oy cploza¥) (O (il cipslazeY)
5 A ped) B pad) B e ) 5 Al ALY O Ll sSlae Jlas iy
Sloxel G ((pladl el — A5 el — LY Sl iy s i)
LoD sy (Ll y SUL mar 3 ool o gl e i), )
iy Joee OB jladl eSae S ar g Oloinl o €9 il i) dn oS
335 pdly ke B paxld o DU DL ok L3 31517 ke Em Ll ozl
S el Ul g ol s Oy L eShonl sy 2 ol o
(i o) B Sea Y ol ey B ) et 83y (6 i S Ol Lo
JEL FCHIES PUN-L JUSSNESS W WO\ R E S PPESE U WL P WS [P FJPO
T pall Sload 83 g W3 Lpns 5 il ) Ui eSSy L dl ) Ml e
Sl ool e 83 ) jled e B pae (6T 8)15Y 8,08 Toal I3 a5 1)
cide o dU Cas ;“J‘ i pall Olead & il L1
gl i) e B o Il UL s c W fo 55
83y ple Sy B sl ALY O lall 3 all Sle ] e -
el Loy e o lis ) e oSl ) oY1 B8 sl 3dle
Pt e el St i s LY O jlall 3 0Ll day e Y

.M@:?&LWY\@&&gpch

www.kantakji.com 40 e VY dadall www.kie.university



http://www.kie.university
http://www.kantakji.com

il 3agall Lyl | oloasd ) Buga dualy

Hlgorl Sloo il (0 A8 pomes J| Joo sl € LS50 e

SOladdh) eais e o 8315 ) 2SI O jlall 815 o s )
G op by cealio) gt e g LeSDes ol BT a s 45 1l
B o) lanall Cadsad ¢A31A) a5 Ty BV U ) sus 85L
Sl Sy Y gl By Sl Aol g ) ey

Slel P Jaes ke o 1 850 5 )y ped) BsSh ) 3 Lol 515 g5
Lo Loy (5 nma 8345 o oSy ) oW1 i ol Lo ds s s
Badh) L e o o Slel o Y1y 31 pad LS A1) 5 b e B3
i all

PERUIUNUIP Y VAP YUUPRCE SUST UPPWA [ T00 0% R 1O () SN QU PU R
Slesai s ¥ o g5 sy aemd me 5oL EeMandl s B 3 dols
LelSnily ool 5lSCe 5 g5 Dslns 5L eMondl Ol i) Lo 5 I de 850

ket Ly ol § ke o)

www.kantakji.com 40 e VY dadiall www.kie.university



http://www.kie.university
http://www.kantakji.com

il 3agall Lyl | oloasd ) Buga dualy

Abstract:

The current study aimed to study the quality of
banking services its dimensions: tangibility,
reliability, responsiveness, Security, Empathy, and
to indicate the extent of customer satisfaction with
them, from the point of view of customers of
Islamic banks operating in the Syrian Arab
Republic, They are (Syria International Islamic Bank
- Al Baraka Bank - Cham Bank), Where the study
relied on the descriptive analytical method in data
collection and analysis, due to its relevance to the
nature of the study, A questionnaire was designed
and directed to the clients of the banks under
study, and the researcher relied on it as a main tool
for collecting the necessary data to identify the
reality of the quality of banking service, and
customers' evaluation of it and their satisfaction
with it, Also, identifying the differences in the level
of banking service quality among Syrian Islamic
banking, and knowing the relative importance of
the dimensions of banking service quality,
according to the evaluation of the answers of the
study sample members. The problem of the study
lies in the difficulty of measuring the quality of
banking services, which is of great importance to
the management of any bank, given that quality is
one of the most important dimensions of
competitive advantages in banking services that are
characterized by stereotyping.

After analyzing the data, the researcher reached a
set of results, the most important of which are:

I- Banking services in Syrian Islamic banks are
generally characterized by high quality in all its
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dimensions, which is reflected in the high customer
satisfaction index.

2- the Security dimension in Syrian Islamic banks in
general got the highest rating, while the response
dimension got the lowest rating.

In light of this, a number of recommendations were
reached, the most important of which are:

1- we recommend the management of Syrian
Islamic banks to be more careful to provide banking
services in a shorter time that suits their customers
and increases their level of satisfaction, by
increasing the number of automated teller
machines and self-service machines; To ease the
pressure in some branches, especially the
International Islamic Bank of Syria and Al Baraka
Bank.

2- we recommend the management of Syrian
Islamic banks to be more careful to simplify the
procedures when providing their banking services,
which is reflected in an increase in the level of
satisfaction of their customers, be removing all
obstacles and procedures that impede the speedy
completion of the banking service.

3- we recommend the management of Syrian
Islamic banks increase training and qualification of
its employees, especially in the customer service
department; To increase their knowledge and
experience, which leads to an increase in the speed
of response to customer inquiries and the
completion of their transactions and complaints,
and its positive impact on increasing customer
satisfaction.
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