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Abstract:

The research seeks to show the impact of marketing quality management practices in
enhancing the dimensions of customer satisfaction in the Trade Bank of Iraq. In order to
enhance and apply the dimensions of customer satisfaction (satisfaction with procedures,
satisfaction with employees, satisfaction with the services provided), and to achieve this
goal, the researcher has relied on the descriptive and analytical approaches for the purpose
of analyzing the research model and hypotheses and determining the logical relationships
between the study variables, if the research considered marketing quality management
practices. An independent variable (Integrated Marketing, Internal Marketing, Social
Marketing, Relationship Marketing) based on (David, 2000:343), (Kotler, 2009:54),
(Michael and Hadam, 2005:9) and the dimensions of customer satisfaction were adopted
as a variable It is based on a number of writers and researchers in this field, including (Haq

& Muhammad, 2012:2), (Al-Obaidi, 2014:71), (Kotler, 2005: 616).

The Trade Bank of Iraq TBI in Karbala governorate was chosen to test this research through
the questionnaire as an essential tool in collecting various data on the field side, and
included (48) individuals from bank managers, departments and units, as well as a group

of bank customers.
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The correlation coefficient (R) was used to measure the correlation between the variables,
the test (Z) to test the significance of the relationship, multiple regression analysis, and the
test (F) to neutralize the significance of the regression equation, and (R2) was used to

explain the effect of the independent variables on the dependent variable.

One of the most important conclusions reached by the study is that the practices of
marketing quality management have an active and fundamental role in enhancing and
achieving customer satisfaction with the services provided by the bank, and consequently
its superiority in the field of the banking industry and as a result of a strong and significant
impact of the independent variables of marketing quality management practices (integrated
marketing). Internal marketing, social marketing, relationship marketing) in the dimensions

of customer satisfaction.
The study concluded with a number of recommendations, including:

— The necessity that the main axis around which the marketing policies revolve is the
customer, because customer transactions are repeated, such as withdrawals, deposits,

requesting loans...etc.

- It must be emphasized the need to continue to pay attention to the quality of products
and services provided by the bank, the research sample, and also to continue the
advantages and pace of the bank with regard to the speed in providing service and the

quality of the method of dealing with customers.

— Interest in exchanging personal opinions, proposals and new ideas by employees and

providing them with sufficient knowledge about the nature of work within the bank.

Keywords: Marketing quality management, marketing quality management practices,

customer satisfaction, dimensions of customer satisfaction, Trade Bank of Iraq
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