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Abstract:

The study aimed to show the impact of adopting customer satisfaction on the
quality of banking services in Islamic banks in Iraq. The study was conducted on
employees working in Islamic banks in the capital, Baghdad, where the number of
individuals in the study community reached (142) employees, and the study
sample was used consisting of (46) employees, who were selected randomly by
stratified method. In order to achieve the study goal, the researcher developed a
questionnaire as a research tool, which included a set of paragraphs that
addressed the impact of customer satisfaction on the quality of banking services
in Islamic banks in Iraq. The results of the study show a statistically significant
relationship at the significance level (0.05) between customer satisfaction and the
quality of banking services, as the correlation coefficient reached 95%, indicating
a strong and statistically significant relationship. The results of the study also
show that customer satisfaction explains 90% of the variance in the quality of
banking services, which is significant at the level (0.01). The researcher explains
this result by saying that customer satisfaction is a natural result of the interest of
Islamic banks in the idea of applying Islamic law in transactions, which is a
permissive law that puts people before the idea of money, and is characterized by
being subject to laws that cannot be changed or manipulated.
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