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Summary

This study aimed to identify the impact of handling customer complaints on improving the
quality of services at the Bank of Agriculture and Rural Development - Guelma -, and also how the
bank’s employees deal with complaints submitted by customers and the various methods used to
address them. In order to achieve the objectives of the study, the descriptive and analytical approach
was relied upon. The questionnaire was used as a main tool in collecting data, which was distributed
to a sample of employees at the Bank of Agriculture and Development - Al-Badr. The number of
retrieved questionnaires suitable for statistical analysis reached 33, and these questionnaires were
processed using the SPSS program.

This study found that there is a statistically significant effect at the level of significance (a
<0.05) of handling complaints in improving the quality of banking service, and also that there are
statistically significant differences in handling complaints at the Bank of Agriculture and Rural
Development due to demographic factors (age, educational level, seniority, position). career.(

Keywords: service, banking services, quality of banking services, customer relationship management,
complaints handling system management
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Reliability Statistics

Cronbach Alpha

N of Items

,866 6

SPS. V.22 wizyz 102 o3, gmbs

Item Total Statistics

Scale Mean if

Scale Variance if

Correlated Item-

Cronbach Alpha

Item Deleted Item Deleted | Total Correlation| if Item Deleted

Aaldic Y 18,65 7,032 ,629 ,850

A saldll 19,02 7,474 ,363 ,891
olaiay) 18,96 5,534 ,835 ,808
Wiy de ju 18,84 5,815 ,879 ,801
B 18,33 6,529 ,608 ,853

Lol sl 18,91 6,592 ,695 ,838

~107~

L) folas



S

S LYl Bua)

Correlations

dalaie Y A saldl) Aia¥l | Alaiu¥l de Sl deasl) saem

ialaic ) Pearson Correlation 1 ,143 ,539" ,704™ ,493™ 718"

Significance(2-tailed) 429 ,001 ,000 ,004 ,000

N 33 33 33 33 33 33

A saldl Pearson Correlation ,143 1 ,438" ,400 ,159 ,550"

Significance(2-tailed) 429 ,011 ,021 ,376 ,001

N 33 33 33 33 33 33

U] Pearson Correlation ,539” 438" 1 821" 6327 898"

Significance(2-tailed) ,001 ,011 ,000 ,000 ,000

N 33 33 33 33 33 33

Laiayl de Pearson Correlation ,704™ ,400" 821" 1 ,687" ,932™

Significance(2-tailed) ,000 ,021 ,000 ,000 ,000

N 33 33 33 33 33 33

B Pearson Correlation ,493" ,159 ,632™ 687" 1 774"

Significance(2-tailed) ,004 ,376 ,000 ,000 ,000

N 33 33 33 33 33 33

FOREUIIPN Pearson Correlation 718" 550" 898" 932" 7747 1
Significance(2-tailed) ,000 ,001 ,000 ,000 ,000

N 33 33 33 33 33 33

Correlations
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**_Correlation at 0.01(2-tailed):
*. Correlation at 0.05(2-tailed):
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(o) pigdl s

Tests of Normality

Kolmogorov-Smirnov2 Shapiro-Wilk
Statistic df Significance Statistic Df Significance
Aalde ) ,142 33 ,088 ,900 33 ,005
Ao galall ,152 33 ,051 ,889 33 ,003
alaiayl ,153 33 ,047 ,960 33 ,259
EREN , 200 33 ,002 ,906 33 ,008
oY) ,226 33 ,000 ,828 33 ,000
Sl sslss ,087 33 ,200° ,984 33 ,896
*, This is a lower bound ...
a. Lilliefors Significance Correction
;c..o 35\ }.J,;J“ )
)
Cumulative
Frequency Percent Valid Percent Percent
Valid 4. 25-35 22 66,7 66,7 66,7
1.36-45 e 8 24,2 24,2 90,9
43w 46-55 (e 2 6,1 6,1 97,0
45w 55 (e X 1 3,0 3,0 100,0
Total 33 100,0 100,0
il (5 gl
Cumulative
Frequency Percent Valid Percent Percent
Valid gk 3 9,1 9,1 9,1
il 15 455 455 54,5
ke 14 42,4 42,4 97,0
3 5€a 1 3,0 3,0 100,0
Total 33 100,0 100,0
daady)
Cumulative
Frequency Percent Valid Percent Percent
Valid <55 o J8 12 36,4 36,4 36,4
4. 05-15 17 51,5 51,5 87,9
w15 e S 4 12,1 12,1 100,0
Total 33 100,0 100,0

~116~



S

awdl)
Cumulative
Frequency Percent| Valid Percent Percent
Valid Adley 5 22 66,7 66,7 66,7
08 4 12,1 12,1 78,8
A ladll daliadl 3 9,1 9,1 87,9
Adadll 4 12,1 12,1 100,0
Total 33 100,0 100,0
bl cuaial)
Cumulative
Frequency Percent| Valid Percent Percent
Valid — dalas §f aud Gt 6 18,2 18,2 18,2
e el 7 21,2 21,2 39,4
S A xe 20 60,6 60,6 100,0
Total 33 100,0 100,0
dL»J'-‘ Ja..o}u
Descriptive Statistics
N Minimum Maximum Mean Std. Deviation
ol Ao A e glaall AAS s
Al el e 33 1,00 5,00 3,8788 ,59987
SYVRE WO\ IR S ;i
G A Gty skt 33 1,00 500| 38182 84611
¢ Sanl)
laally daadl) pasll laca
Spledls Aot e u < 33 1,00 5,00 3,6364 ,92932
4.4)‘}(\
il Sl apas 8 A8ally i) 33 3,00 5,00 4,3030 ,568549
g Aald Gl o o) slacl
Lol 53 sl 33 2,00 5,00 3,8182 ,80834
Valid N (listwise) 33
Descriptive Statistics
N Minimum Maximum Mean | Std. Deviation
Ol gt s Glarall e duigall dg
e dpaall Llee Jeud 3 shaia 33 1,00 5,00 4,0909 ,84275
daaall
) Jlaal aa 9o aldl 33 1,00 5,00 2,6970 1,15879
™l g G5 g3 Aalail i) gal a6
A cpe Alla 2o 33 1 5 3,58 ,969
Opand cullad e il pall
Gaiat e e ils 5 Ll Ll 950 gl 33 2 5 3,73 ,839
LY
Valid N (listwise) 33
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Descriptive Statistics

N Minimum Maximum Mean Std. Deviation
LS5 dadd i 55 i e sl
Ly (i Ll (40 5 aatia 353 I3 33 1 5 3,94 1,029
A 533l 35 e Dlasl)
oy eSlanll Cilelidail g of i 48 jna
RSl st e aalin (8 e 33 1 5 3,21 1,193
Llaia) edleally clidl  alhge gy
il 33 1 5 3,21 1,053
Clard jghiy anili o el Jany
Gleadll 33 sa et Leild (e AuliaSs 33 2 5 3,97 770
ALY clllaia Al
Valid N (listwise) 33
Descriptive Statistics
N Minimum Maximum Mean Std. Deviation
ﬁﬁﬂ Cualiall 8 gl e Dlaall ?)s\
Al cilasal) Galia 33 1 5 3,64 ,895
Faaally sligll 5 dabs edleall 23l 33 1 5 3,79 781
Yl ae Jeladll & de
Sl Hullia 33 1 5 3,73 ,977
St IS ) ¢ Dlanl Lardll 2355 33 1 5 3,67 1,137
oY et A llaall e Sl 58 5
Tl cilasall b 33 2 5 3,67 ,692
Valid N (listwise) 33
Descriptive Statistics
N Minimum Maximum Mean Std. Deviation
O idle A0 e LS bl o5
Xl N 33 1 5 4,24 ,969
g0 U Adlal) dadlall (pe Sl gaad
O ft ALl BBAall e Sl S 33 2 5 4,42 663
Al ) Jé
o o A el e il 3 5
i) sl ok 33 1 5 3,97 ,951
Valid N (listwise) 33
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Descriptive Statistics

N Minimum Maximum Mean Std. Deviation

m Alee Jigpud o il Jasmy
. 33 2 5 4,09 ,805

Lo b ¥l s il 0 e (g (sl

65l QUi doals dalias dem g
33 1 5 4,06 ,933

Lgtiallaa

Gilite clagil il )
(6 S dallaal 33 1 5 3,70 984

b s sl 5 e Y Al elill g
s 5 K5 3gms Jla 33 1 5 3,55 ,938

mil diline cllaly Gob s
. 33 2 5 3,79 ,893

Al (5 st e 5

dlsdl e sSE s A
L LAl A 5 V) 33 1 5 3,48 1,202
) 33 1 5 3,67 ,990

il (5 sha e 8l

Tl (5 4l Wl aadl el
L 4l 33 1 5 3,48 972

Wl e R e RS
Sl a2 sy ) 33 1 5 3,42 1,032

PP T A P L RIS
e S (ol S 33 1 5 3,52 972

Yiamaa e KL

oyl o5 e el cuss
Ll 3405 oSl 5 90 33 1 5 3,42 1,200

oo edheall LN oSS Cadss
a5l g 50 33 1 5 3,58 1,001

Glosles jaae Ldad L3N 88
b il ek Baga (puentiy y ghail 33 1 5 3,73 977

il sl 5 sl gaan b i)

Jalaill dala 2olats dadail elad) @il
. 33 2 5 3,61 ,827

A

Ui (e ¢3YL de ) e Euall
Ge Rl e 33 1 5 3,55 1,121

Gasg )

Juadl cla iy cadlad i
A & pam Al 3 ol 33 1 5 3,79 1,111

Loy daun ol A I ol
- T 33 1 5 3,33 1,137

555 Aallae 2ay (g5 3))

ol (5 S8 jalime wii e Jaall

. 1 7 ,

IR TR PRECTRPY 33 5 3,73 839

Galide G Gueill Aeglaie ollia
Gl e Jalaill ALYl 5 mlladll 33 1 5 3,65 1,003

LY el 48y sl

Valid N (listwise) 33
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Model Summary
Adjusted R | Std. Error of the
Model R R Square Square Estimate
1 ,6952 ,483 ,466 441
.23l 335aa. Predictors: (constant)

ANOVA?®

Model | Sum of Squares df Mean Square F Significance

1 Regression 5,624 1 5,624 28,911 ,000°

Residual 6,030 31 ,195
Total 11,654 32

gLyl s kia. Dependent Variable:
.. A1l sasb. Predictors: (constant)

Coefficients?

Standardized
Unstandardized Coefficients Coefficients Collinearity Statistics
Model B Std. Error Beta T Significance Tolerance VIF
1 (Constant) 546 579 ,943 ,353
el sasa ,816 ,152 ,695 5,377 ,000 1,000 1,000
oLl s &sa. Dependent Variable:
Model Summary
Adjusted R | Std. Error of the
Model R R Square Square Estimate
1 ,5962 ,355 ,334 ,492
..AlaeYla, Predictors: (constant)
ANOVA?
Model | Sum of Squares df Mean Square F Significance
1 Regression 4,140 1 4,140 17,082 ,000P
Residual 7,513 31 242
Total 11,654 32

oLl s &ia, Dependent Variable:
...4iie Y1, Predictors: (constant)
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Coefficients?

Standardized
Unstandardized Coefficients Coefficients Collinearity Statistics
Model B Std. Error Beta T Significance Tolerance VIF
1 (Constant) 1,024 ,637 1,607 ,118
ke ) 671 , 162 ,596 4,133 ,000 1,000 1,000
oLl s sl&ia, Dependent Variable:
02 4 a1 Gy &)
Model Summary
Adjusted R | Std. Error of the
Model R R Square Square Estimate
1 3412 , 116 ,087 ,576
... A saldla, Predictors: (constant)
ANOVA?
Model | Sum of Squares df Mean Square F Significance
1 Regression 1,351 1 1,351 4,066 ,052b
Residual 10,302 31 332
Total 11,654 32
gLyl s skia. Dependent Variable:
...z 5aldIb. Predictors: (constant)
Coefficients?
Standardized
Unstandardized Coefficients Coefficients Collinearity Statistics
Model B Std. Error Beta T Significance Tolerance VIF
1 (Constant) 2,477 ,582 4,256 ,000
A galdll 328 ,163 341 2,016 ,052 1,000 1,000
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Model Summary

S

03 4,81 i,

Adjusted R | Std. Error of the
Model R R Square Square Estimate
1 ,6962 ,485 ,468 ,440
....aYla. Predictors: (constant)
ANOVA?
Model | Sum of Squares df Mean Square F Significance
1 Regression 5,649 1 5,649 29,161 ,000°
Residual 6,005 31 ,194
Total 11,654 32
oLl si&ia. Dependent Variable:
..., Predictors: (constant)
Coefficients?
Standardized
Unstandardized Coefficients Coefficients Collinearity Statistics
Model B Std. Error Beta T| Significance| Tolerance VIF
1 (Constant) 1,658 374 4,435 ,000
alaiay) ,651 ,102 ,696 5,400 ,000 1,000 1,000
oLl s\sia. Dependent Variable:
Model Summary
Adjusted R | Std. Error of the
Model R R Square Square Estimate
1 ,6582 ,433 ,415 ,461
. AisY) de ua. Predictors: (constant)
ANOVA?
Model | Sum of Squares df Mean Square F Significance
1 Regression 5,051 1 5,051 23,719 ,000°
Residual 6,602 31 213
Total 11,654 32

gLyl s skia. Dependent Variable:
Ay e ,ub. Predictors: (constant)
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Coefficients?

Standardized

Unstandardized Coefficients Coefficients Collinearity Statistics
Model B Std. Error Beta T| Significance| Tolerance VIF
1 (Constant) 1,444 457 3,163 ,003
Lty de ju ,592 ,122 ,658 4,870 ,000 1,000 1,000
oLl s s&ia. Dependent Variable:
Model Summary
Adjusted R | Std. Error of the
Model R R Square Square Estimate
1 ,4092 ,167 ,140 ,560
...0=Yla. Predictors: (constant)
ANOVA?
Model | Sum of Squares df Mean Square F Significance
1 Regression 1,946 1 1,946 6,213 ,018°
Residual 9,708 31 ;313
Total 11,654 32
gLyl s skia. Dependent Variable:
...0wYlb. Predictors: (constant)
Coefficients?
Standardized
Unstandardized Coefficients Coefficients Collinearity Statistics
Model B Std. Error Beta T| Significance| Tolerance VIF
1 (Constant) 2,108 619 3,404 002
oY) ,362 ,145 ,409 2,492 ,018 1,000 1,000
oLl s sia, Dependent Variable:
ONEWAY ANOVA
Sum of Squares df Mean Square F Significance
el Between Groups 16,682 22 ,758 5,055 ,006
Within Groups 1,500 10 ,150
Total 18,182 32
el (s gl Between Groups 12,545 22 ,570 1,711 191
Within Groups 3,333 10 ,333
Total 15,879 32
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Aga8Y) Between Groups 11,394 22 ,518 1,942 ,139
Within Groups 2,667 10 ,267
Total 14,061 32
bl cuaidl Between Groups 13,227 22 ,601 ,880 ,619
Within Groups 6,833 10 .683
Total 20,061 32
ONEWAY ANOVA
Sum of Squares df Mean Square F Significance
=l Between Groups 17,182 29 ,592 1,777 ,356
Within Groups 1,000 3 ,333
Total 18,182 32
=il (s gl Between Groups 14,879 29 513 1,539 ,410
Within Groups 1,000 3 ,333
Total 15,879 32
a8y Between Groups 13,561 29 ,468 2,806 ,215
Within Groups ,500 3 ,167
Total 14,061 32
bl cuaidl Between Groups 16,061 29 ,554 ,415 ,913
Within Groups 4,000 3 1,333
Total 20,061 32

~124~



S

s sl qlb 103 Galall

e a5l Lylondls L3SV aslalt LIS _—

Faculté des Sciences Economiques, Commerciales et Sciences de Gestion

Ve Dhsea e D D orwdes ot des Queshons e " < 5 = —_— "
Nites Lrediants m G Tt s s BN L A A
o LAY - * -, " i

~ N

Wc\\ﬁx.,)ua S

~ L M)\ %A p

S e 5 el a) il e ek sal)

AT 8 a R A
SN =R s e AL SOl e st OV a2 st Sl 20 ) = —
e S 5 2 g 5 o3
+2SF L AN sl

- 43363 Ty s e S R _(i) Q -1
Ad- [9260.32%262. . it ..L.) Li)\}_ bl Lu 2

............................. O | - S 3

...................................................................................... =3 I\ 3
s

................................. = =N "<.:
s

(3= 2 ()3

../'/J;

pr « w0 | I ____,"-__!\

~125~






