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Abstract

This study aims to identify the reality of banking services
provided to customers (services provided to business, services provided
to individuals and electronic services) in the Bank of Palestine in the
Gaza Strip as well as the impact of these services on the bank's achieved
profits from marketing and higher administration employees' point of
view.

The researcher uses the analytical descriptive method to achieve
the study objectives, and he depends on questionnaire as a main tool and
personal interview as an additional tool in collecting the initial data. He
uses the method of comprehensive survey with the target group which
comprised the employees of the higher administration (manager, branch
head, monitor, monitor assistant and division head) and the employees of
marketing and public relations divisions in the branches of the Bank of
Palestine throughout the Gaza Strip.

SPSS was used to analyze the study data and to find out the results
of the study.

The study indicated that the Bank of Palestine provides variety of
banking services (to business and individuals) with competitive
commissions, easy conditions and procedures and rapid completion of
transactions and that these services suit the needs of customers.
Moreover, the study pointed out that the bank provides electronic
services rapidly, accurately, correctly and without pre-set conditions.

Additionally the study found out that there is a statistical relationship
between the banking services provided to business (bonds, financing
commercial transaction and treasury services), services provided to
individuals (accounts, credit cards, deduction and loans) and electronic
services (phone services, internet services and short messages) and the
bank's achieved profits. Also it indicated that there is not statistical
relationship between the services of documentary credits, international
financial transfer and auto-payment and the bank's achieved profits.
Furthermore, there are no statistical differences between the answers of
the target group related to their (gender, scientific qualifications, age,
title and specialization) while there are differences related to their
experience.

The researcher recommends using banking marketing as a major tool
in attracting customers and increasing the bank's profits. Additionally,
the development of quality level of customers' provided services should
be taken into consideration especially those services which do not
contribute obviously in increasing the bank's achieved profits. He also
recommends developing the electronic services to suit customers'
renewed and progressing needs as well as the technological
development.
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Internet banking customer satisfaction and online services attributes
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Customer perception on service quality in retail banking in middle
east: the case of Qatar.
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Customer perceived value in banking services.
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5- Shamsuuddoha & Alangir (2004)
Loyalty and satisfaction in retail banking — An empirical study on
bank customer.
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6- Yanggyi & Hui (2003)

The antecedents of service quality and product quality and
their influences on bank reputation : evidence from the banking
industry in China
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7- Wikowski & Wolfinarger (2002)

Comparative service quality: German and American rating across
service settings.
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8- Jabnoun & Al- Tamimi ( 2002)

Measuring perceived service quality at UAE commercial bank.
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9- Gharibeh & Alkhatb ( 1998)

Service quality: bank customer expectation and perception in
Jordan.
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