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The role of the quality of banking service

performance

In the ability of banks to exceed customer

expectations
Abstract

Study aimed to identify the extent of the quality of
banking service performance on the ability of banks to exceed
customer expectations.

The researcher applied the descriptive analytical
approach by using the descriptive approach to describe the
variables of the study, then using the analytical approach to
analyze the relationship between each of the quality of banking
service performance and exceeding customer expectations
related to customers of major commercial banks in Egypt
(National Bank of Egypt - Banque Misr - Banque du Caire). ;
The researcher applied the analytical study on a sample of bank
customers under study, as the researcher used the questionnaire
tool on a random sample of 303 customers in the Arab Republic
of Egypt.

The study concluded that there is a direct relationship
between the quality of banking service performance and
exceeding customer expectations, as well as the existence of a
positive relationship between the dimensions of banking service
quality performance and exceeding customer expectations.

Keywords: quality of banking services performance,
customer expectations, exceeding customer expectations.
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