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The impact of the quality of banking services on achieving customer
satisfaction by building a positive mental image.

A field study on banks operating in Sana’a- Yemen
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Abstract: This research aims at measuring the effect of the quality of providing banking services in achieving client
satisfaction by building a positive mental image in banks that are in Yemen- Sana’a. To achieve the aims of the study; the
researchers used the questionnaire as a main data collection instrument, and then process it using SPSS, the researchers
used the descriptive analytical approach to answer the questions of the study and test the hypotheses, the findings of the
statistical analysis showed a positive role between the quality of the provision of banking services in its dimensions and
mental image, client Satisfaction Where the higher the quality of banking services, the greater the mental image the
satisfaction, Based on the findings, the study recommended banks that are working in Yemen to sync technology to go
simultaneously with the banking market so as to enhance and improve the quality level of services required clients through

developing plans and strategies for the banking market, clarifying caring it and following- up its application.

Keywords: quality of banking services, mental image, customer satisfaction, Yemeni Banks.
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