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Model Summary

Adjusted R Std. Error of the
Model |R R Square [Square Estimate
1 .991% .983 .983 13172

a. Predictors: (Constant), x1

SPSS 16 zlin cilajia : juadll
Sle U5 a5 (0.991) sl Gpriall G BLEN) Jales dad G @lad) Jsand) (o oy
b SIS il Jlas Aas clS a5 dgayheg Ay Ll AL Sy

ANOVA"®
Model Sum of Squares Df Mean Square F Sig.
1 Regression 257.514 1 257.514 1.484E4 .000%
Residual 4.476 258 .017
Total 261.990 259

a. Predictors: (Constant), x1

b. Dependent Variable: y
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58l angs (o ALl B i) Jody paell By sd by iy Ml egsina Jlaad¥) oy claiye
ceSlanll 6Yy 8 GlaY)s Adledl) 2ed Alian) AV 53

Coefficients?

Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta T Sig.
1 (Constant) -742 .035 -20.982 .000
x1 1.103 .009 991 121.831 .000

a. Dependent Variable: y
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Caly B Lgenall () Al G a3 (BI) ol g SEAYs coppidl o dyh
(B1) dadl dad & 23 Jullyy P = 0.000 < = 0.05223 L)adll xiey (121.831)
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Model Summary

Adjusted R Std. Error of the
Model R R Square Square Estimate

1 9777 .955 .955 .21362

a. Predictors: (Constant), x2
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ANOVA®
Model Sum of Squares Df Mean Square F Sig.
1 Regression 250.217 1 250.217 5.483E3 .000%
Residual 11.773 258 .046
Total 261.990 259

a. Predictors: (Constant), x2

b. Dependent Variable: y
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Coefficients?®

Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta T Sig.
1 (Constant) .691 .040 17.459 .000
X2 .895 .012 977 74.050 .000

a. Dependent Variable: y
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Model Summary

Adjusted R Std. Error of the
Model R R Square Square Estimate
1 .082° .964 .964 19101

a. Predictors: (Constant), x3
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ANOVA"®
Model Sum of Squares Df Mean Square F Sig.
1 Regression 252.488 1 252.488 6.855E3 .000?
Residual 9.502 258 .037
Total 261.990 259

a. Predictors: (Constant), x3

b. Dependent Variable: y
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Coefficients?

Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta T Sig.
1 (Constant) -.356 .047 -7.495 .000
X3 1.034 .012 .982 82.796 .000

a. Dependent Variable: y
SPSS 16 galin cilajia : jradll
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Model Summary

Adjusted R Std. Error of the
Model R R Square Square Estimate

1 .991% .983 .983 .13266

a. Predictors: (Constant), x4

SPSS 16 zalin Clajia : jradll
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ANOVA"

Model Sum of Squares Df Mean Square F Sig.

1 Regression 257.450 1 257.450 1.463E4 .000%
Residual 4.540 258 .018
Total 261.990 259

a. Predictors: (Constant), x4

b. Dependent Variable: y
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dad O a5 Cus laad) Aysine LAY ANOVA cplall Jalas it Galud) Jgand) el
A gime G ) el e (0.05) Lisind) ssime o S a5 (.000) 55l P-Value
58 angs (o ALl By dl) Jody prel) Hpmsd (b iy Mg egsine Jlaad¥) oy cladiye
ceDaall 6V b ((Apmssaldl) ) golall Jalal) aad Agliaa) AN 5

Coefficients?

Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta T Sig.
1 (Constant) 112 .029 3.889 .000
x4 .976 .008 991 120.950 .000

a. Dependent Variable: y
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Model Summary

Adjusted R Std. Error of the
Model R R Square Square Estimate

1 .936% .875 .875 .35605

a. Predictors: (Constant), x5
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ANOVA®
Model Sum of Squares Df Mean Square F Sig.
1 Regression 229.284 1 229.284 1.809E3 .000?
Residual 32.706 258 127
Total 261.990 259

a. Predictors: (Constant), x5
b. Dependent Variable: y
SPSS 16 glin cilajia : jaadll

Ao O amd G laad¥) dygina 5L ANOVA Gl et s Golad) Jsandl eday
G ssuse G ) el Lae (0.05) Aysiaal) (gsise (e S8 525 (.000) sty P-Value
8 aagy (oF (ALl Gl Sy paal) Baad iy oy ML cgginn i) ol claiine

ceDaall Vs 4 Alaie) el dglas) AN

Coefficients?®

Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta T Sig.
1 (Constant) -1.444 117 -12.325 .000
x5 1.239 .029 .936 42.528 .000

a. Dependent Variable: y

SPSS 16 galin Glajia 1 jradll
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Model Summary

Adjusted R Std. Error of the
Model R R Square Square Estimate
1 .933° .870 .869 .36381

a. Predictors: (Constant), x6
SPSS 16 zalin cilajia 1 jaadll

Slo J5 a5 (0.933) slus Gpsial) G LY Jalas dad G i) Jsaall (e iy
VIS i) Jidas il culS sy Aoyl Ay Ll ABle asag

ANOVA"®
Model Sum of Squares Df Mean Square F Sig.
1 Regression 227.842 1 227.842 1.721E3 .000?
Residual 34.148 258 132
Total 261.990 259

a. Predictors: (Constant), x6

b. Dependent Variable: y
SPSS 16 zalin clajia 1 jradll
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Coefficients?®

Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta T Sig.
1 (Constant) 1.389 .052 26.579 .000
X6 784 .018 .938 43.333 .000

a. Dependent Variable: y
SPSS 16 glin cilajia 1 jaadll

W o e dy 1y ¢ (0.784) sbsis dmse (BO) dsall dnd G Jsaall e oy
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Model Summary

Adjusted R Std. Error of the
Model R R Square Square Estimate

1 .997% .994 .994 .07580

a. Predictors: (Constant), x6, x5, x3, x4, x2, x1
SPSS 16 zalin cilajia 1 jaadll

el sasa ey Jidiall Jiisd) il G Ll Y1 Jales A G Giladl Jsand) (e ey
(V) eDasdl Y5 4 Jiciall il uaially (X1, X2, X3, X4, X5, X0) dacize 4 padl
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ANOVA"®
Model Sum of Squares Df Mean Square F Sig.
1 Regression 260.536 6 43.423 7.557E3 .000%
Residual 1.454 253 .006
Total 261.990 259

a. Predictors: (Constant), x6, x5, x3, x4, x2, x1

b. Dependent Variable: y
SPSS 16 zalin cilajia 1 jradll
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A suse G ) el Lae (0.05) Aysiaal) (gine (e S8 525 (.000) st P-Value
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Test of Homogeneity of Variances

Sample

Levene Statistic dfl df2 Sig.

28.426 5 1554 .000
SPSS 16 glin cilajia 1 jradll
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Kruskal (ullg=JSug S JLEa) cha) ol aleadl) claayl aladin) dumal) laay
peaaYl cplall Qs aleall LAY e Sy 2ey 53, Wallis —(H-Test)

Kruskal — Wallis jLad) gilii :(27.3)J g2l
Kruskal-Wallis Test:

Ranks
Code N Mean Rank
sample x1 260 929.74
x2 260 632.54
X3 260 882.34
x4 260 747.58
x5 260 1000.62
X6 260 490.17
Total 1560

SPSS 16 galin cilajia : jaadll

Test Statistics®”

Sample
Chi-Square 244,494
Df 5
Asymp. Sig. .000

a. Kruskal Walllis Test

b. Grouping Variable: code

SPSS 16 galin cilajda : jaadll
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Abstract

The objective of the study is to identify the impact of the quality of banking
services in the loyalty of customers of Syrian banks in order to determine
the basic dimensions of the quality of service that customers seek and prefer
it by determining The most important Banking Service Quality Dimensions
Impact in the degree of loyalty from a customer perspective so that these
banks are able to focus and emphasize it and use it to enhance customer
loyalty retention, and to achieve the objectives of the study, a questionnaire
was designed and distributed to a random sample of bank customers in
Hama city, which agreed to participate in the study, namely Commercial
Bank Branch (1), Commercial Bank Branch (3), Bank of Syria and Almahjr,
Bemo Bank, , Al Sham Bank, Al Baraka Bank), 285) questionnaires were
distributed to the customers of the surveyed banks, 260 of which were
retrieved (91.2%). Twenty-five questionnaires were excluded because they
were not valid for analysis, The results showed that all the dimensions of the
quality of banking service affect the loyalty of the customers of the banks in
the study, Each dimension affects the loyalty of the customers separately.
The ranking of the relative importance of the quality of the banking service
has differed according to the level of customer loyalty, where the
effectiveness and safety dimension has ranked first in the levels of loyalty
of the three customers (weak - medium - high) and therefore the
effectiveness and safety dimension is the most influential in the loyalty of
customers, While there is a difference in order of the remaining dimensions
according to levels of loyalty, The study recommended that it is necessary
for the Syrian banks' departments to measure and evaluate the quality of
their services provided continuously in order to benefit from the results in
improving the quality of their services because they have a strong impact on
customer loyalty.

Keywords: dimensions of the quality of banking service, customer loyalty.
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