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Factors affecting the quality of banking services in
commercial banks in Libya

(A field study on the Jumhouria Bank, Zliten branch)

Moktar Abdul Salam Al-Ghafood

Abstract:

This study aimed at knowing the factors affecting the quality of commercial banking
services in Libya, and exposure to the most important factors affecting the quality of
banking service, as well as identifying the means and procedures that help to reduce
or reduce these factors in Libyan commercial banks, and to achieve this, a sample of
Commercial banks operating in Libya were represented by the Jumhouria Bank,
Zliten branch, during the period between 2019 and 2020. The analytical descriptive
approach was relied upon, and the study data was analyzed and its hypotheses
tested using the Statistical Package for Social Sciences known as (SPSS).

This study concluded that the factors affecting the quality of banking service, (the
flexibility of bank management, the experience of employees, the means used in
providing banking services) have a significant impact on improving the quality of
banking services provided by commercial banks, through the flexibility of the bank’s
management in the procedures followed for the provision of services. Banking
services, as well as the employees’ experience and knowledge of the procedures for
implementing these services, as well as the means used in providing banking
services. The study recommended that The bank’s management should be flexible in
completing the procedures for providing banking services so that this flexibility does
not conflict with banking policies, as well as taking care of workers by increasing their
expertise in the field of providing banking services, and this is through conducting
training courses and increasing their qualifications, as well as using the latest The
methods, devices and communication networks used in providing banking services
and developing them from time to time.

Keywords: banking services, quality of banking services, flexibility of bank
management, experience and qualifications of employees, the means used.
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