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Summary:

The study examined the impact of the expanded marketing mix of banking

services on customer satisfaction, where we took Bank ALSALAM Algeria as a
model for field study, and by finding the extent to which the bank is taking care of
individuals, physical evidence and operations, and finding how they affect customer
satisfaction.
The conceptual framework has been highlighted on giving a comprehensive picture
of banking marketing by highlighting the effective role it plays in winning customer
satisfaction. This study was supported by an application to know what is already in
the field, how banks are interested in the expanded marketing mix and how it affects
customer satisfaction during the statistical analysis of the views of the clients of the
Bank ALSALAM obtained through the questionnaire distributed electronically
through SPSS V26. This study has concluded that individuals, processes and
physical evidence have a high impact on customer satisfaction, which requires that
these elements be taken seriously into account to achieve customer loyalty,
sustainability and business continuity.
Keywords: Bank Marketing, Quality of Service, Customer satisfaction, extended
Marketing Mix.
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COMPUTE

EXECUTE.

COMPUTE

EXECUTE.

COMPUTE

EXECUTE.

COMPUTE

EXECUTE.

COMPUTE

SPSS.V26 galin s jaa 13 ab ) 3alall

SPSS (26 Jxal)
SPSS: Statistical Package for the Social Sciences

x01=MEAN (xa0l to xa06).
x02=MEAN (xb01 to xb0o6).
x03=MEAN (xc01 to xc06).
XXX=MEAN (xa0l to xc06) .

YYY=MEAN (y01 to y06).

Tests of Normality
Kolmogorov-Smirnova Shapiro-Wilk
Statistic df Sig. Statistic df Sig.

yyy
XXX

.056 261 .064 .975 261 .000
.051 261 .095 977 261 .000

a. Lilliefors Significance Correction

Correlations

x01 x02 x03 YYY XXXXX
XXXXX  Pearson Correlation 877" .902™ 778" .699" 1
Sig. (2-tailed) .000 .000 .000 .000
N 261 261 261 261 261

**_Correlation is significant at the 0.01 level (2-tailed).

RELIABILITY
/VARIABLES=xa0l xa02 xa03 xal04 xa05 xal06 xb0l xb02 xb03 xb04 xb05 xb06 xc01
xc02 xc03 xc04 xc05
xc06 y01 y02 y03 y04 y05 y06
/SCALE ('ALL VARIABLES') ALL
/MODEL=ALPHA.

Reliability



Scale: ALL VARIABLES

Case Processing Summary

N %
Cases Valid 261 100.0
Excluded? 0 .0
Total 261 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics
Cronbach's Alpha N of Items
.933 24

RELIABILITY
/VARIABLES=xa0l xa02 xa03 xa04 xal05 xal06
/SCALE ('ALL VARIABLES') ALL
/MODEL=ALPHA.

Reliability Statistics
Cronbach's Alpha N of Items
.881 6

RELIABILITY
/VARIABLES=xb01l xb02 xb03 xb04 xb05 xb06
/SCALE ('"ALL VARIABLES') ALL
/MODEL=ALPHA.

Reliability Statistics
Cronbach's Alpha N of Items
.863 6

RELIABILITY



/VARIABLES=xc01l xc02 xc03 xc04 xc05 xc06

/SCALE ('ALL VARIABLES')
/MODEL=ALPHA .

ALL

Reliability Statistics
Cronbach's Alpha N of Items

.828 6

RELIABILITY
/VARIABLES=y01l y02 y03 y04 y05 y06
/SCALE ('ALL VARIABLES') ALL
/MODEL=ALPHA.

Reliability Statistics
Cronbach's Alpha N of Items

.868 6

FREQUENCIES VARIABLES=zl1l z2 z3 z4
/BARCHART PERCENT
/ORDER=ANALYSIS.

Frequencies

Statistics
ol ol el (5 sl Al
N Valid 261 261 261 261
Missing 0 0 0 0
gwial)
Frequency Percent Valid Percent Cumulative Percent
Valid il 68 26.1 26.1 26.1
S5 193 73.9 73.9 100.0
Total 261 100.0 100.0




S

Frequency Percent Valid Percent Cumulative Percent
Valid 4. 30 oo 8l 9 3.4 34 34
45 50 e S0 51 19.5 19.5 23.0
4 30 (0 BB 19 7.3 7.3 30.3
4 50 SN 31 0o 182 69.7 69.7 100.0
Total 261 100.0 100.0
aladll (g giusal)
Frequency Percent Valid Percent Cumulative Percent
Valid RS 154 59.0 59.0 59.0
) o5 23 8.8 8.8 67.8
ol an L 84 32.2 32.2 100.0
Total 261 100.0 100.0
Al o)
Frequency Percent Valid Percent Cumulative Percent
Valid des G50 5 1.9 1.9 1.9
Rl 23 8.8 8.8 10.7
Al g 20 7.7 7.7 18.4
B U 7 2.7 2.7 21.1
b e 206 78.9 78.9 100.0
Total 261 100.0 100.0

DESCRIPTIVES VARIABLES=xa0l xal02 xa03 xa04 xal05 xal6 xb0l xb02 xb03 xb04 xb05
xpb06 xc01l xc02 xc03
xc04 xc05 xc06 y01 y02 y03 y04 y05 y06 x01 x02 x03 XXX YYY XXXXX XXXXX4
/STATISTICS=MEAN STDDEV MIN MAX.



Descriptives

Descriptive Statistics

Minimum Maximum Mean Std. Deviation

xa0l 261 1 5 4.18 .836
xa02 261 1 5 3.82 .950
xa03 261 1 5 3.93 1.024
xa04 261 1 5 3.61 1.181
xa05 261 1 5 4.23 .701
xa06 261 1 5 3.54 1.061
xb01 261 1 5 3.21 1.173
xb02 261 1 5 3.25 1.228
xb03 261 1 5 4.13 717
xb04 261 1 5 3.63 1.087
xb05 261 1 5 3.56 1.027
xb06 261 1 5 4.15 .787
xc01 261 1 5 4.08 .740
xc02 261 1 5 3.85 951
xc03 261 1 5 3.88 .868
xc04 261 1 5 3.88 .828
xc05 261 1 5 3.46 .946
xc06 261 1 5 4.07 .744
y01 261 1 5 3.93 .952
y02 261 1 5 4.18 .644
y03 261 1 5 3.66 1.058
y04 261 1 5 3.20 1.215
y05 261 1 5 3.82 .883
y06 261 1 5 3.77 .909
x01 261 1.00 5.00 3.8825 .76866
x02 261 1.00 5.00 3.6545 .78675
x03 261 1.50 5.00 3.8672 .62363
XXX 261 1.17 5.00 3.8014 .64794
YYY 261 1.00 5.00 3.7573 .74455
XXXXX 261 1.13 5.00 3.7904 .59737
XXXXX4 261 1.14 5.00 3.8183 .61880
Valid N (listwise) 261




REGRESSION
/MISSING LISTWISE
/STATISTICS COEFF OUTS R ANOVA COLLIN TOL
/CRITERIA=PIN(.05) POUT(.10)
/NOORIGIN
/DEPENDENT YYY
/METHOD=ENTER x01 x02 x03.

Regression

Variables Entered/Removed?
Model Variables Entered Variables Removed Method

1 x03, x01, x02° . Enter

a. Dependent Variable: YYY

b. All requested variables entered.

Model Summary

Std. Error of the

Model R R Square Adjusted R Square Estimate

1 4842 .234 .225

.65544

a. Predictors: (Constant), x03, x01, x02

ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 33.725 3 11.242 26.168 .000P
Residual 110.407 257 430
Total 144.132 260

a. Dependent Variable: YYY
b. Predictors: (Constant), x03, x01, x02

Coefficients?
Standardized

Unstandardized Coefficients Coefficients Collinearity Statistics
Model B Std. Error Beta T Sig. Tolerance VIF
1 (Constant) 1.826 .267 6.838 .000
x01 .246 .087 .253 2.826 .005 371 2.698



x02 .215 .094 .228 2.298 .022 .304 3.287
x03 .050 .089 .042 .557 .578 .536 1.867

a. Dependent Variable: YYY

REGRESSION
/MISSING LISTWISE
/STATISTICS COEFF OUTS R ANOVA COLLIN TOL
/CRITERIA=PIN(.05) POUT(.10)
/NOORIGIN
/DEPENDENT YYY
/METHOD=ENTER x01.

Regression

Variables Entered/Removed?
Model Variables Entered Variables Removed Method

1 x01P . Enter

a. Dependent Variable: YYY

b. All requested variables entered.

Model Summary
Std. Error of the
Model R R Square Adjusted R Square Estimate
1 .4582 .209 .206 .66331

a. Predictors: (Constant), x01

ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 30.177 1 30.177 68.587 .00QP
Residual 113.955 259 440
Total 144.132 260

a. Dependent Variable: YYY
b. Predictors: (Constant), x01

Coefficients?®
Unstandardized Standardized
Coefficients Coefficients Collinearity Statistics
Model B Std. Error Beta t Sig. Tolerance VIF




1 (Constant) 2.037 .212 9.616 .000
x01 443 .054 .458 8.282 .000 1.000 1.000

a. Dependent Variable: YYY
REGRESSION

/MISSING LISTWISE

/STATISTICS COEFF OUTS R ANOVA COLLIN TOL

/CRITERIA=PIN(.05) POUT(.10)

/NOORIGIN

/DEPENDENT YYY

/METHOD=ENTER x02.
Regression

Variables Entered/Removed?®
Model Variables Entered Variables Removed Method
1 X020 Enter
a. Dependent Variable: YYY
b. All requested variables entered.
Model Summary
Std. Error of the
Model R R Square Adjusted R Square Estimate
1 .4562 .208 .205 .66390
a. Predictors: (Constant), x02
ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 29.974 1 29.974 68.005 .000P
Residual 114.158 259 441
Total 144.132 260

a. Dependent Variable: YYY
b. Predictors: (Constant), x02



Coefficients?

Unstandardized

Coefficients Coefficients

Standardized

Collinearity Statistics

Model B Std. Error Beta t Sig. Tolerance VIF
1 (Constant) 2.180 .196 11.145 .000
x02 432 .052 456 8.246 .000 1.000 1.000
a. Dependent Variable: YYY
REGRESSION
/MISSING LISTWISE
/STATISTICS COEFF OUTS R ANOVA COLLIN TOL
/CRITERIA=PIN(.05) POUT(.10)
/NOORIGIN
/DEPENDENT YYY
/METHOD=ENTER x03.
Regression
Variables Entered/Removed?
Model Variables Entered Variables Removed Method
1 x03bP Enter
a. Dependent Variable: YYY
b. All requested variables entered.
Model Summary
Std. Error of the
Model R R Square Adjusted R Square Estimate
1 .3432 118 114 .70064
a. Predictors: (Constant), x03
ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 16.990 1 16.990 34.611 .000P



Residual 127.141 259 491
Total 144.132 260
a. Dependent Variable: YYY
b. Predictors: (Constant), x03
Coefficients?®
Standardized
Unstandardized Coefficients  Coefficients Collinearity Statistics
Model B Std. Error Beta t Sig. Tolerance VIF
1 (Constant) 2172 273 7.959 .000
x03 410 .070 .343 5.883 .000 1.000 1.000

a. Dependent Variable: YYY



