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YEMEN’DE ISLAMI VE GELENEKSEL BANKALARDA MUSTERIi MEMNUNIYETIN
SOMUTLUK BOYUTUNUN (MADDi YONUN) ETKIiSi

Maysoon Ahmed ALSUNAIDAR?

OZET

Bankacilik hizmetlerinin kalite boyutlarinin dl¢iilmesi, giiniimiizde 6nemli konulardan biri
kabul edilir. Zira bilindigi tizere hizmet kalitesi, ekonomik yonden ¢ok 6nemli bir durum olmustur.
Bu sadece seckin hizmet sunumundaki role indirgenemez. Ayn1 zamanda bu c¢aligma hizmet
sunumunun gercek performansiyla Yemen’deki Islami ve Ticari Bankalardan bu hususta beklenen
performansi karsilagtirmaya ¢alismaktadir.

Kuskusuz 6zellikle Yemen’in i¢cinde bulundugu kosullar altinda bankacilik hizmetlerinin
kalite boyutlarindan birisini 6lgmek son derece bir durumdur. Bu sebeple Islami bankalara,
geleneksel bankalara ve miisterilerine dagitildi ¢6ziim analizi i¢in istatiksel analiz kullanildi. Sonra
gerek miisterilerin ve gerekse banka igerisinde ¢alisan gorevlilerin goriisleri degerlendirilecektir.
Dolayistyla hizmetle ilgili miisterilerin beklentileriyle kendilerine sunulan gercek hizmet
arasindaki farklar1 6lgmek i¢in kullanildi SERVQUAL kalite olgiimii kullanilacaktir. Bu da
“Hizmet Kalitesi” (Service Quality) kelimesinin kisaltilmis hali kabul edilir. Ayn1 sekilde bu
olgek, hizmeti degerlendirmesi i¢in sunulan bir dizi boyut ve kriterlere dayanmaktadir. Hizmetin
degerlendirmesi ise hazirlik, altyapi, ekipman ve buna ek olarak goérevli kadro gibi somut maddi
yonler araciligiyla olacaktir. Biitiin bunlar miisterilerin nazarinda Yemenli bakanlarin sunmus
oldugu hizmet diizeyini yansitmaktadir.

Iste buradan hareketle bu calisma, islami ve geleneksel bankalarda hizmet kalitesinin
tyilestirilmesi ve somutluk boyutunun gelistirilmesi amag¢lanmustir.

Anahtar Kelimeler: Hizmetlerin kalitesi, hizmet kalitesinin boyutlar1, Yemen’de Islami
ve geleneksel bankalar.
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THE DIMENSIONAL IMPACT OF THE TANGIBLES (FINANCIAL ASPECT) ON THE
CUSTOMER’S SATISFACTION IN THE ISLAMIC AND TRADITIONAL BANKS IN
YEMEN

ABSTRACT

Measuring the dimensions quality of banking services is considered an important issue in
this time as it has become recognized that the quality of services is an urgent matter from an
economic point of view. This role is not limited to providing outstanding service only. Rather, the
study seeks to compare the actual performance of the service provided with its expected
performance in commercial and Islamic banks in Yemen.

The importance of measuring one of the quality dimensions of banking services is
extremely important, especially in light of the current circumstances in Yemen. Therefore,
statistical analysis would be used to analyze the questionnaire that would be distributed to both
Islamic and conventional banks and their customers. This would be followed by an evaluation of
the opinions of both customers and employees in the banks. As such, the SERVQUAL (short for
service quality) model was used to measure the difference between the customers' expectations of
the service with the service actually provided to them. This measurement scale also depends on a
set of dimensions or criteria that are presented to the customer to evaluate the service through : the
tangibles (including materials, facilities, and equipment, staff etc.), which in turn reflects the level
of service provided by the Yemeni banks from the point of view of their customers.

From this perspective, this study was designed with the aim of improving and developing
the tangible dimensions in Islamic and conventional bank in Yemen

Keywords: Quality of services Dimensions of service quality, Islamic banks,
Conventional banks in Yemen.
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