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Scale: ALL VARIABLES

Case Processing Summar

N %
Valid 80 100.0
Cases Excluded? 0 .0
Total 80 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's Alpha N of Items

.760 4

RELIABILITY
/VARIABLES=qll gl2 gl3 gl4 gl5
/SCALE ('ALL VARIABLES') ALL
/MODEL=ALPHA.

galaiey) A sl e el

Scale: ALL VARIABLES
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Case Processing Summar

N %
Valid 80 100.0
Cases Excluded? 0 .0
Total 80 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's Alpha N of Items

.894 5

RELIABILITY
/VARIABLES=qgl6 gl7 gl8 gl9
/SCALE ('ALL VARIABLES') ALL
/MODEL=ALPHA .

Reliability

LN ) el ol gh el

Case Processing Summar

N %
Valid 80 100.0
Cases Excluded? 0 .0
Total 80 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's Alpha

N of ltems

.852

RELIABILITY

/VARIABLES=g20 g21 922 g23
/SCALE ('ALL VARIABLES') ALL
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/MODEL=ALPHA.

Reliability

Scale: ALL VARIABLES

Case Processing Summar

N %
Valid 80 100.0
Cases Excluded? 0 .0
Total 80 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's Alpha N of Items

.888 4

RELIABILITY
/VARIABLES=qg24 925 g26 g27 928
/SCALE ('ALL VARIABLES') ALL
/MODEL=ALPHA .

Reliability
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Scale: ALL VARIABLES

Case Processing Summar

N %
Valid 80 100.0
Cases Excluded? 0 .0
Total 80 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's Alpha N of Items

.890 5

RELIABILITY
/VARIABLES=g29 g30 g31 g32 g33 g34 g35 g36 g37 g38
/SCALE ('ALL VARIABLES') ALL
/MODEL=ALPHA.
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GET

FILE='C:\Users\pc\Desktop\sppsssssssssssssss.sav'.

DATASET NAME DataSetl WINDOW=FRONT.

RELIABILITY

1,88 ¢l

L2

/VARIABLES=q7 g8 g9 glO0 gll gl2 gl3 gl4 gl5 gl6 gl7 gl8 gl9 g20 g2l g22 923
g24 g25 g26 g27 g28

/SCALE ('ALL VARIABLES')

/MODEL=ALPHA.

Case Processing Summar

ALL

N

%

Valid

Cases Excluded®

Total

80
0
80

100.0
.0
100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's Alpha

N of ltems

.943

22

Scale: ALL VARIABLES

Case Processing Summar

N

%

Valid
Cases Excluded®

Total

80
0
80

100.0
.0
100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's Alpha

N of ltems

.962

10

(G gaall) sl #¥5 i el
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/VARIABLES=ql g2 g3 g4 g5 g6 g7 g8 g9 gl0 gll gl2 gl3 gl4 gl5 gl6 gl7 gl8 gl9
g20 g21 g22 g23 g24 g25 g26 g27 g28 929 g30 g31 g32 g33 g34 g35 g36 g37 g38

/SCALE ('ALL VARIABLES')

/MODEL=ALPHA.

Reliability

[DataSetl] C:\Users\pc\Desktop\sppsSsssssssssssSsss.sav

Scale: ALL VARIABLES

Case Processing Summary

ALL

N

%

Valid

Total

Cases  Excluded?

80
0
80

100.0
.0
100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's
Alpha

N of ltems

.958

38
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[DataSetl] C:\Users\pc\Desktop\sppsSsssssSsSssssssss.sav
Statistics
sexe age niveau d'études accupation revenu mensuel | ans pour fair face
a la banque

Valid 80 80 80 80 80 80
N

Missing 0 0 0 0 0 0
Frequency Table

sexe
Frequency Percent Valid Percent Cumulative
Percent

male 57 71.3 71.3 71.3
Valid femelle 23 28.8 28.8 100.0

Total 80 100.0 100.0

Age
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Frequency Percent Valid Percent Cumulative
Percent
inferieur a30ans 46 57.5 57.5 57.5
de36a45ans 12 15.0 15.0 72.5
Valid de46a55ans 9 11.3 11.3 83.8
superieur ab6ans 13 16.3 16.3 100.0
Total 80 100.0 100.0
niveau d'études
Frequency Percent Valid Percent Cumulative
Percent
sans niveau 18 225 225 225
moins de secondaire 18 225 225 45.0
Valid secondaire 17 21.3 21.3 66.3
universitaire 27 33.8 33.8 100.0
Total 80 100.0 100.0
accupation
Frequency Percent Valid Percent Cumulative
Percent
fonctionnair 13 16.3 16.3 16.3
travailleur dans un secteur
. ) 46 57.5 57.5 73.8
economique
Valid laboureur 11 13.8 13.8 87.5
retréte 9 11.3 11.3 98.8
désoeuvre 1 1.3 1.3 100.0
Total 80 100.0 100.0
revenu mensuel
Frequency Percent Valid Percent Cumulative
Percent
inferieur 218000da 28 35.0 35.0 35.0
_ de18000da a30000da 29 36.3 36.3 71.3
vald superieur a30000da 23 28.8 28.8 100.0
Total 80 100.0 100.0
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ans pour fair face a la banque

Frequency Percent Valid Percent Cumulative
Percent
inferieur a ans 19 23.8 23.8 23.8
de ans a3ans 16 20.0 20.0 43.8
Valid
superieur a 3ans 45 56.3 56.3 100.0
Total 80 100.0 100.0
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One-Sample Kolmogorov-Smirnov Test

tangibilité
N 80
Normal Parameters®” Mean 27563
Std. Deviation .89829
Absolute .138
Most Extreme Differences Positive .138
Negative -.109-
Kolmogorov-Smirnov Z 1.239
Asymp. Sig. (2-tailed) .574

a. Test distribution is Normal.

b. Calculated from data.

One-Sample Kolmogorov-Smirnov Test

fiabilité
N 80
Normal Parameters®” Mean 30625
Std. Deviation .88108
Absolute .209
Most Extreme Differences  Positive 113
Negative -.209-
Kolmogorov-Smirnov Z 1.871
Asymp. Sig. (2-tailed) .554

a. Test distribution is Normal.

b. Calculated from data.
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One-Sample Kolmogorov-Smirnov Test

réponse
N 80
Normal Parameters®” Mean 32781
Std. Deviation 1.00630
Absolute .137
Most Extreme Differences Positive .074
Negative -.137-
Kolmogorov-Smirnov Z 1.228
Asymp. Sig. (2-tailed) 441

a. Test distribution is Normal.

b. Calculated from data.

One-Sample Kolmogorov-Smirnov Test

Sécurité
N 80
Normal Parameters®” Mean 36500
Std. Deviation .87836
Absolute .258
Most Extreme Differences Positive .120
Negative -.258-
Kolmogorov-Smirnov Z 2.306
Asymp. Sig. (2-tailed) 404
a. Test distribution is Normal.
b. Calculated from data.
One-Sample Kolmogorov-Smirnov Test
empathie
N 80
Normal Parameters®” Mean 33300
Std. Deviation .95260
Absolute 174
Most Extreme Differences  Positive .103
Negative -.174-
Kolmogorov-Smirnov Z 1.557
Asymp. Sig. (2-tailed) .321

a. Test distribution is Normal.

b. Calculated from data.
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One-Sample Kolmogorov-Smirnov Test

fidélis
N 80
Normal Parameters®” Mean 35338
Std. Deviation .96547
Absolute .202
Most Extreme Differences Positive .091
Negative -.202-
Kolmogorov-Smirnov Z 1.810
Asymp. Sig. (2-tailed) .390

a. Test distribution is Normal.

b. Calculated from data.
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Statistics
Question 7 Question 8 Question 9 Question 10 tangibilité
Valid 80 80 80 80 80
N
Missing 0 0 0 0 0
Mean 3.1875 2.6375 2.1625 3.0375 2.7563
Std. Deviation 1.12614 1.13900 1.21638 1.22675 .89829
Statistics
Question 11 Question 12 Question 13 Question 14 Question 15 fiabilité
Valid 80 80 80 80 80 80
N
Missing 0 0 0 0 0 0
Mean 3.7125 3.5625 3.5875 3.7500 3.7000 3.6625
Std. Deviation .98333 1.12333 1.16591 1.07327 .89159 .88108
Statistics
Question 16 Question 17 Question 18 Question 19 réponse
Valid 80 80 80 80 80
N
Missing 0 0 0 0 0
Mean 3.6500 3.5125 2.9750 2.9750 3.2781
Std. Deviation 1.14847 1.13621 1.25259 1.29238 1.00630
Frequency Table
Statistics
Question 20 Question 21 Question 22 Question 23 sécurité
Valid 80 80 80 80 80
N
Missing 0 0 0 0 0
Mean 3.6875 3.8375 3.5375 3.5375 3.6500
Std. Deviation 1.03842 .81821 1.14675 1.03047 .87836
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Statistics
Question | Question | Question | Question | Question | Question | Question Question Question Question fidélis
29 30 31 32 33 34 35 36 37 38
80 80 80 80 80 80 80 80 80 80 80
Missing
0 0 0 0 0 0 0 0 0 0 0
Mean 3.5500| 3.5500 3.4500| 3.6500 3.6500| 3.5500 3.5125 3.6375 3.4250 3.3625| 3.5338
Std.
o 1.16814| 1.12396 1.16814| .95599 1.04458| 1.10121 1.07907 1.07024 1.24041 1.19327| .96547
Deviation
Frequency Table
Statistics
guestion24 question25 guestion26 question27 question28 empathie
Valid 80 80 80 80 80 80
N
Missing 0 0 0 0 0 0
Mean 3.5750 3.2875 3.5625 3.1000 3.1250 3.3300
Std. Deviation 1.12255 1.22416 1.14564 1.02624 1.18402 .95260
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GET

FILE='C:\Users\pc\Desktop\sppsssssssssssssss.sav'.

DATASET NAME DataSetl WINDOW=FRONT.

NONPAR CORR

/VARIABLES=gq7 g8 g9 gl0 tangibilité
/PRINT=KENDALL TWOTAIL NOSIG
/MISSING=PAIRWISE.

Correlations

LN Jalaa :(7)ady Galal

Question | Question | Question | Question | tangibilité
7 8 9 10

Correlation Coefficient 1.000 552" 262" 360" 661"
guestion7 Sig. (2-tailed) .000 .007 .000 .000
N 80 80 80 80 80
Correlation Coefficient 552" 1.000 433" 380" 696"
guestion8 Sig. (2-tailed) .000 .000 .000 .000
N 80 80 80 80 80
Correlation Coefficient 262" 433" 1.000 374" 603"
Kendall's tau_b guestion9 Sig. (2-tailed) .007 .000 .000 .000
N 80 80 80 80 80
Correlation Coefficient 360" 380" 3747 1.000 604"
question10 Sig. (2-tailed) .000 .000 .000 .000
N 80 80 80 80 80
Correlation Coefficient 661" 696" 603" 604" 1.000

tangibilité Sig. (2-tailed) .000 .000 .000 .000
N 80 80 80 80 80

**_Correlation is significant at the 0.01 level (2-tailed).

NONPAR CORR
/VARIABLES=gll gl2 gl13 gl4 gl5 fiabilité

/PRINT=KENDALL TWOTAIL NOSIG
/MISSING=PAIRWISE.

- 152 -




Nonparametric

Correlations

Question | Question | Question | Question | Question fiabilité
11 12 13 14 15
Correlation - - x o wx
1.000 .678 .635 .673 .358 .725
Coefficient
questionl1l
Sig. (2-tailed) . .000 .000 .000 .000 .000
N 80 80 80 80 80 80
Correlation " - - o -
o .678 1.000 .695 .685 .362 .784
Coefficient
question12 ] ]
Sig. (2-tailed) .000 . .000 .000 .000 .000
N 80 80 80 80 80 80
Correlation " . . o wx
o .635 .695 1.000 .623 .267 742
Coefficient
questionl13 ) )
Sig. (2-tailed) .000 .000 . .000 .006 .000
N 80 80 80 80 80 80
Kendall's tau_b
Correlation " " - " .
.673 .685 .623 1.000 .381 .764
Coefficient
questionl14 ) ]
Sig. (2-tailed) .000 .000 .000 . .000 .000
N 80 80 80 80 80 80
Correlation o - - . -
.358 .362 .267 .381 1.000 .514
Coefficient
questionl15
Sig. (2-tailed) .000 .000 .006 .000 . .000
N 80 80 80 80 80 80
Correlation " - - . -
o .725 .784 742 .764 .514 1.000
Coefficient
fiabilité ) )
Sig. (2-tailed) .000 .000 .000 .000 .000
N 80 80 80 80 80 80

**_Correlation is significant at the 0.01 level (2-tailed).

NONPAR CORR
/VARIABLES=qgl6 gl7 gl8 gl9 réponse
/PRINT=KENDALL TWOTAIL NOSIG
/MISSING=PAIRWISE.
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Correlations

Question | Question | Question | Question réponse
16 17 18 19

Correlation Coefficient 1.000 4517 357" 398" 540"
guestionl16 Sig. (2-tailed) .000 .000 .000 .000
N 80 80 80 80 80
Correlation Coefficient 451" 1.000 668" 584" 724"
guestionl17 Sig. (2-tailed) .000 .000 .000 .000
N 80 80 80 80 80
Correlation Coefficient 357" 668" 1.000 707" 806"
Kendall'stau_b  question18 Sig. (2-tailed) .000 .000 .000 .000
N 80 80 80 80 80
Correlation Coefficient 398" 584" 707" 1.000 804"
guestion19 Sig. (2-tailed) .000 .000 .000 .000
N 80 80 80 80 80
Correlation Coefficient 540" 724" 806" 804" 1.000

réponse Sig. (2-tailed) .000 .000 .000 .000
N 80 80 80 80 80

**_Correlation is significant at the 0.01 level (2-tailed).

NONPAR CORR

/VARIABLES=qg20 g2l g22 g23 sécurité
/PRINT=KENDALL TWOTAIL NOSIG

/MISSING=PAIRWISE.
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Nonparametric Correlations

Correlations

Question | Question | Question | Question sécurité
20 21 22 23

Correlation Coefficient 1.000 744" 704" 529" 772"
question20 Sig. (2-tailed) .000 .000 .000 .000
N 80 80 80 80 80
Correlation Coefficient 744" 1.000 517" 445" 649"
question21 Sig. (2-tailed) .000 .000 .000 .000
N 80 80 80 80 80
Correlation Coefficient 704" 517" 1.000 637" 819"
Kendall's tau_b question22 Sig. (2-tailed) .000 .000 .000 .000
N 80 80 80 80 80
Correlation Coefficient 529" 445" 637" 1.000 730"
guestion23 Sig. (2-tailed) .000 .000 .000 .000
N 80 80 80 80 80
Correlation Coefficient 772" 649" 819" 730" 1.000

sécurité Sig. (2-tailed) .000 .000 .000 .000
N 80 80 80 80 80

**_Correlation is significant at the 0.01 level (2-tailed).

NONPAR CORR

/VARIABLES=g24 925 g26 g27 928 empathie
/PRINT=KENDALL TWOTAIL NOSIG

/MISSING=PAIRWISE.
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Question | Question | Question | Question | Question | empathie
24 25 26 27 28

Correlation Coefficient 1.000 663" 650" 335" 467" 667"
question24  Sig. (2-tailed) .000 .000 .000 .000 .000
N 80 80 80 80 80 80
Correlation Coefficient 663" 1.000 623" 461" 695" 780"
question25  Sig. (2-tailed) .000 .000 .000 .000 .000
N 80 80 80 80 80 80
Correlation Coefficient 650" 623" 1.000 418" 555" 690"
question26  Sig. (2-tailed) .000 .000 .000 .000 .000
N 80 80 80 80 80 80
Kendall's tau_b ” o . ” .
Correlation Coefficient .335 461 418 1.000 472 .607
question27  Sig. (2-tailed) .000 .000 .000 .000 .000
N 80 80 80 80 80 80
Correlation Coefficient 467" 695" 555" 4727 1.000 7517
question28  Sig. (2-tailed) .000 .000 .000 .000 .000
N 80 80 80 80 80 80
Correlation Coefficient 667" 780" 690" 607" 7517 1.000

empathie Sig. (2-tailed) .000 .000 .000 .000 .000
N 80 80 80 80 80 80

**_Correlation is significant at the 0.01 level (2-tailed).
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Coefficients?®

Model Unstandardized Coefficients Standardized t Sig.
Coefficients
B Std. Error Beta
(Constant) 1.364 .270 5.061 .000
! réponse .662 .079 .690 8.416 .000
a. Dependent Variable: fidélis
Coefficients?®
Model Unstandardized Coefficients Standardized t Sig.
Coefficients
B Std. Error Beta
(Constant) .236 .266 .887 .378
sécurité .904 .071 .822 12.748 .000
a. Dependent Variable: fidélis
Coefficients®
Model Unstandardized Coefficients Standardized t Sig.
Coefficients
B Std. Error Beta
(Constant) .661 .208 3.170 .002
! empathie .863 .060 .851 14.326 .000
a. Dependent Variable: fidélis
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Coefficients®

Model Unstandardized Coefficients Standardized t Sig.
Coefficients
B Std. Error Beta
(Constant) .570 .315 1.809 .074
! fiabilité .809 .084 739 9.674 .000
a. Dependent Variable: fidélis
Coefficients®
Model Unstandardized Coefficients Standardized t Sig.
Coefficients
B Std. Error Beta
(Constant) 1.964 .299 6.568 .000
! tangibilité .570 .103 .530 5.519 .000

a. Dependent Variable: fidélis
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ABSTRACT:

This study aims at analyzing and determining the effect of banks service quality on customer
loyalty to bank of agriculture and rural development, trough reliance on performance model
(serv-perf) dimensions of the five, where the application of the model through a form and
distributed to a sample of 100 of the bank’s clients, was then retrieved 80 form suitable for analysis,
and later we did process the data according to the program (SPSS). The study concluded that all the
dimensions of banking service quality, all together affect customer loyalty to his bank, and the

reliability was the most affecting dimension compared to the others.

The study recommended Algerian banks to pay more attention on service quality dimensions
and use these dimensions as input to enhance customer confidence and his comforts, and create a

commitment toward the bank and do a periodic revision for their service quality.

Key words: banking service, quality, customer loyalty.
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