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Abstract

The study aimed to know what the general concept of service quality means
and to know particularly the meaning of banking service quality and its elements and
its importance as well, the study also seeks to measure the reality of banking service
quality in the commercial banks in Libya during covid 19 pandemic and that was by
the elements of banking service quality which are (tangibility, reliability,
responsiveness, security, empathy, To achieve all that the researchers relied on the
descriptive method and to collect the primary data a questionnaire was designed and
distributed to the customers of Jumhouria Bank- Sirte (study sample), and the
secondary data was collected from references and from another several resources. The
researchers also used simple statistical methods of arithmetic mean, standard
deviation, and T test one sample to test study hypothesis. According to the opinion
trends of chosen sample the study concluded that the reality of the general level of
service quality of the bank was average with arithmetic mean (2.84 ), and the level of

service quality of the bank has been decreased during covid 19 pandemic.

Key words: the quality of banking service ,the elements of banking service quality,
covid 19 pandemic.

asic.elmergib.edu.ly 596


mailto:m.ibrahiem440@gmail.com
mailto:m.ibrahiem440@gmail.com
mailto:ali1976@su.edu.ly
mailto:ali1976@su.edu.ly
mailto:shokri.mustafa@gmail.com

