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Statistiques de fiabilité

Alpha de Nombre
Cronbach d'éléments

,857 37

Statistiques de fiabilité

Alpha de Nombre
Cronbach d'éléments

,929 21

Statistiques de fiabilité

Alpha de Nombre

Cronbach d'éléments

,919 58
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Tests de normalité

L INCLF WGP RSIINEY

Shapiro-Wilk
Kolmogorov-Smirnov?
Statistique ddl Signification | Statistique ddl Signification
TS ,087 58 200" 979 58 400
QA ,106 58 ,166 ,954 58 ,026

a. Correction de signification de Lilliefors

*_ Il s'agitd'une borne inférieure de la signification réelle.
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Correlations

Oy )

happynessthecu
benchmarking S truth participaion | improvement Qaulity
benchmarking Pearson Correlation 1 817" 891" 873" 842" 722"
Sig. (2-tailed) 000 000 000 000 000
N 58 58 58 58 58 58
happynessthecus  Pearson Correlation 817" 1 629" 585" 476" 513"
Sig. (2-tailed) 000 000 000 000 000
N 58 58 58 58 58 58
truth Pearson Correlation 8917 629" 1 752" 695" 622"
Sig. (2-tailed) 000 000 000 000 000
N 58 58 58 58 58 58
participaion Pearson Correlation 873" 585" 752" 1 747" 626"
Sig. (2-tailed) 000 000 000 000 000
N 58 58 58 58 58 58
improvement Pearson Correlation 842" 476" 695" 747" 1 720"
Sig. (2-tailed) 000 000 000 000 000
N 58 58 58 58 58 58
Qaulity Pearson Correlation 722" 513" 622" 626 720" 1
Sig. (2-tailed) 000 000 000 000 000
N 58 58 58 58 58 58

**_Correlationis significantatthe 0.01 level (2-tailed).

130




dd Al A (ailad cliilas)

sexe
Cumulative
Frequency | Percent | Valid Percent Percent
Valid H 15 50,0 50,0 50,0
F 15 50,0 50,0 100,0
Total 30 100,0 100,0
sexe
Cumulative
Frequency | Percent [ Valid Percent Percent
Valid H 18 64,3 64,3 64,3
F 10 357 35,7 100,0
Total 28 100,0 100,0
age
Cumulative
Frequency | Percent | Valid Percent Percent
Valid >30 8 26,7 26,7 26,7
(30-40) 16 53,3 53,3 80,0
<40 6 20,0 20,0 100,0
Total 30 100,0 100,0
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age

Cumulative
Frequency | Percent | Valid Percent Percent
Valid >30 9 32,1 32,1 32,1
(30-40) 8 28,6 28,6 60,7
<40 11 39,3 39,3 100,0
Total 28 100,0 100,0
niveau
Cumulative
Frequency | Percent | Valid Percent Percent
Valid sec 4 13,3 13,3 13,3
unl 16 53,3 53,3 66,7
uns 10 33,3 33,3 100,0
Total 30 100,0 100,0
niveau
Cumulative
Frequency | Percent [ Valid Percent Percent
Valid sec 6 214 214 214
unl 15 53,6 53,6 75,0
uns 7 25,0 25,0 100,0
Total 28 100,0 100,0
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fonction
Cumulative
Frequency | Percent | Valid Percent Percent
Valid dir 1 33 3,3 3,3
sdir 1 33 3,3 6,7
chdép 4 13,3 13,3 20,0
aj-chfdép 4 13,3 13,3 33,3
autres 20 66,7 66,7 100,0
Total 30 100,0 100,0
fonction
Cumulative
Frequency | Percent | Valid Percent Percent
Valid  dir 1 3,6 3,6 3,6
sdir 1 3,6 3,6 7,1
chdép 4 14,3 14,3 214
aj-chfdép 3 10,7 10,7 32,1
autres 19 67,9 67,9 100,0
Total 28 100,0 100,0
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dolual) claw gial

g ) Al -
banc ql q2 g3 q4 g5 g6 q7
badr Mean 4,3000 3,9333 4,3333 4,0667 3,9667 3,8000 3,8667

Std. Deviation ;74971 , 78492 ,71116 ,90719 ,88992 1,03057 ,86037
Cpa Mean 4,5357 3,9286 4,5000 4,3571 3,9643 3,9286 3,7500
Std. Deviation ,50787| 1,11981 ,50918 ,78004 ,83808| 1,01575| 1,04083
Total Mean 4,4138 3,9310 4,4138 4,2069 3,9655 3,8621 3,8103
Std. Dev ,64982 ,95260 ,62223 ,85345 85769 1,01650 ,94511

iation
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q8 g9 gl10 gll ql2 gq13 gql4

4,2667 4,3333 4,3667 3,6333 3,9000 3,9000 3,8667
,63968 ,84418 ,66868 ,96431 ,75886 ,92289 ,81931
4,1429 4,4286 4,2857 3,9286 4,0357 4,2857 4,2857
,93152 ,87891 ,59982 ,89974 ,92224 ,71270 ,59982
4,2069 4,3793 4,3276 3,7759 3,9655 4,0862 4,0690
, 78937 ,85486 ,63212 ,93739 ,83699 ,84364 , 74603

Report



sliatly 4 )

Mean
banc ql5 16 ql7 q18 gql9 q20 gq21 gq22 g23
badr 3,7000 3,7000 3,1667 3,6000 4,0000 3,8333 3,5000 3,2667 3,0333
cpa 4,1786 4,2143 3,1786 4,1786 4,1429 3,8214 3,7857 3,7143 3,7500
Total 3,9310 3,9483 3,1724 3,8793 4,0690 3,8276 3,6379 3,4828 3,3793
&A@J\ Z\SJL.’A.A
Report
Mean
banc g24 g25 g26 q27 g28
badr 3,8333 3,2667 3,2667 3,6667 3,0333
cpa 4,2143 3,6429 3,7143 3,9643 3,2857
Total 4,0172 3,4483 3,4828 3,8103 3,1552
palbecal) Cpwadl)
Report
Mean
banc g29 g30 q31 q32 g33 q34 q35 36 q37
badr 3,6000 3,1667 3,0000 3,7000 3,4000 3,8333 3,8000 3,5333 3,8333
cpa 3,8571 3,8214 3,7500 4,2857 4,0000 3,8214 3,9643 4,0357 4,3571
Total 3,7241 3,4828 3,3621 3,9828 3,6897 3,8276 3,8793 3,7759 4,0862

i yaal) da2il) 525
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Mean

banc 38 g39 g40 g41 g42 g43 g44 g45 g46
badr 4,1000 3,6000| 3,4000 3,9333 3,7333 3,9000 3,6667| 3,7667 3,5000
cpa 45926 43214 3,8929 3,9286 4,0000 4,1429 4,0714| 4,3929 4,3214
Total 4,3333 3,9483| 3,6379 3,9310 3,8621 4,0172 3,8621| 4,0690 3,8966
Mean
q44 g45 gq46 q47 48 g49 g50
3,6667| 3,7667 3,5000( 3,7667 3,4667| 3,6000| 3,6000
4,0714| 4,3929 4,3214| 4,0714 42143 4,2143| 3,8571
3,8621| 4,0690 3,8966| 3,9138 3,8276| 3,8966| 3,7241
g51 q52 q53 q54 q55 56 gq57 q58
4,1333 4,1333 3,9333 4,0000 3,9667 3,7333 3,8333 3,7667
4,1071 4,3571 4,3571 4,1429 4,2857 4,0714 4,0714 3,6071
4,1207 4,2414 4,1379 4,0690 4,1207 3,8966 3,9483 3,6897
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Model Summary

:Qih Ldicéthﬂ

Adjusted R Std. Error of the
Model R R Square Square Estimate
1 ,694°% 482 AT73 43978
a. Predictors : (Constant), TS
ANOVA®

Model Sum of Squares df Mean Square F Sig.
1 Regression 10,074 1 10,074 52,086 ,000%

Residual 10,831 56 ,193

Total 20,905 57
a. Predictors : (Constant), TS
b. DependentVariable : QA

Coefficients®
Standardized
Unstandardized Coefficients Coefficients

Model B Std. Error Beta t Sig.
1 (Constant) 1,180 ,389 3,030 ,004

TS 717 ,099 ,694 7,217 ,000

a. DependentVariable : QA
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Model Summary®
Adjusted R Std. Error of the
Model R R Square Square Estimate Durbin-Watson
1 ,508? ,258 244 ,52640 1,886
a. Predictors: (Constant), happynesscus
b. DependentVariable: quality
ANOVA”
Model Sum of Squares Df Mean Square F Sig.
1 Regression 5,387 1 5,387 19,442 ,000%
Residual 15,517 56 277
Total 20,905 57

a. Predictors: (Constant), happynesscus
b. DependentVariable: quality

Coefficients?®

Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 1512 ,559 2,704 ,009
happynesscus ,596 ,135 ,508 4,409 ,000

a. Dependent Variable: quality

Model Summary®

Adjusted R Std. Error of the
Model R R Square Square Estimate Durbin-Watson
1 ,620° ,385 374 47933 2,256
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Model Summary®

Adjusted R Std. Error of the
Model R R Square Square Estimate Durbin-Watson
1 ,620° ,385 374 47933 2,256
a. Predictors: (Constant), truth
b. DependentVariable: quality
ANOVA”
Model Sum of Squares Df Mean Square F Sig.
1 Regression 8,038 1 8,038 34,987 ,0002
Residual 12,866 56 ,230
Total 20,905 57

a. Predictors: (Constant), truth

b. DependentVariable: quality

Coefficients®

Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 1,735 ,381 4,550 ,000
truth ,601 ,102 ,620 5915 ,000
a. Dependent Variable: quality
Model Summaryb
Adjusted R Std. Error of the
Model R R Square Square Estimate Durbin-Watson
1 6407 410 ;399 46946 2,148
a. Predictors: (Constant), participation
b. DependentVariable: quality
ANOVA”
Model Sum of Squares df Mean Square F Sig.
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1 Regression 8,563 1 8,563 38,853 ,000%
Residual 12,342 56 220
Total 20,905 57

a. Predictors: (Constant), participation

b. DependentVariable: quality

Coefficients?®

Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 2,259 ,280 8,080 ,000
participation A7l ,076 ,640 6,233 ,000
Model Summaryb
Adjusted R Std. Error of the
Model R R Square Square Estimate Durbin-Watson
1 ,698° 488 A78 43739 2,013
a. Predictors: (Constant),improvement
b. DependentVariable: quality
ANOVA”
Model Sum of Squares df Mean Square F Sig.
1 Regression 10,826 1 10,826 60,150 ,000%
Residual 10,079 56 ,180
Total 20,905 57
a. Predictors: (Constant),improvement
b. DependentVariable: QA
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
(Constant) 1,655 321 5,161 ,000
improvement ,613 ,084 ,698 7,299 ,000
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Summary :

The aim behind this study was to show the effects of Benchmarking on the
improvement of quality of banking service in commercial banks, we focuced on
the four dimensions of the Benchmarking and its impact on enhancing the
guality of banking service in two public banks, Agricultural and Rural
developent bank ARDB and public loan bank PLN. In order to investigate these
effects, a questionnaire was carried out as a tool to collect data and analyze it,
this will help in confirming the validity of our hypothesis and in presenting the
results obtained as a result of completing the above procedures, the
Benchmarking has a clear impact on the improvement of quality of banking
service in our case study ARDB and PLN to achieve a better performance.

Key words :

Benchmarking, Quality of banking service, Continious improvement.



