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Abstract
The two researchers aimed to identify the impact of the dimensions of banking
service quality represented by (dependency, responsiveness, empathy, safety,
and tangibility) on the profitability of Islamic banks, expressed as (return on
assets index (ROA) and return on equity (ROE)). The research answered several
questions, including: Is there an effect of the dimensions of banking service
quality on profitability? To identify the nature of the relationship between the
variables, the research adopted a set of hypotheses, including (there is a
significant statistically significant effect of the dimensions of banking service
quality on profitability). A sample of Islamic banks to obtain the necessary
information through the annual reports of the banks, the research sample for the
period (2010-2019) and a questionnaire form distributed to a sample consisting
of two banks, and the number of members of the sample amounted to (164)
clients. The research adopted a set of standards, methods, and statistical tools to
reach the results related to the research objectives, using the statistical program
(SPSSv24) and the program (EXCEL2016) in preparation for testing the research
hypotheses.
The research reached a set of conclusions, the most important of which was that
the dimensions of banking service quality do not significantly affect profitability
according to the return on assets (ROA) and return on equity (ROE) indicator. In
conclusion, the research reached a set of recommendations, the most prominent
of which was (Islamic banks, the research sample, should work to provide
modern, advanced, and integrated banking services by increasing investment
spending in the field of information technology, which is used to provide
services to customers in a manner that suits the requirements of the times as the
most important tools that banks are keen on Its acquisition to withstand in the
face of competition and to reach the expectations of its customers, which ensures
the continuity of their dealings with the bank and thus enhance its competitive
position and gain a new market share and thus higher levels of profitability).
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32,620 285,821 251,000 338,857 624,678 361,163 201,592 2013
30,066 285,461 251,000 277,460 562,921 330,602 203,312 2014
28,556 288,665 251,000 402,828 691,494 443,164 221,886 2015
21,554 284,832 251,000 364,790 649,623 433,866 169,242 2016
25,444 288,352 251,000 492,599 780,950 527,297 195,699 2017
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2,503 279,186 251,000 241,960 521,146 371,644 73,086 2019
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48 paal) b gia 0.747 caktadl| X5
Je 0.912 et :_‘j;::;" daas X
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Source: Karnilev, Sergey Sergeyevg "*Multiple Regression ', 2012, Publishing House Statistical
Science Library Moscow Russian Federation ,First Edition ,p,56
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‘ALC = ladl hheicung 2014 ‘ALC- oo Lylad o ¢(2014-2011) suadl M= Ol g>gall
[ROE Jutxs U3 sy adig) o5 2018

(ROE , ROA) si3a (389 1o dpalill g Jlalicadld (pada¥) (3) ad) i e 4ny ) (8) Jgi>

Al
Juall | 2019 | 2018 | 2017 | 2016 | 2015 | 2014 | 2013 | 2012 | 2011 | 2010 sl

2.212 | 4 395 | 1.919 | 2.647 | 2.663 | 2.826 | 2.513 | 11.96 | 12.79 | 10.23 |0.191 | ROE

2463 | 1576 | 0.99 | 1.509 | 1.55 | 1.636 | 1.406 | 6.084 | 6.009 | 3.784 |0.123 | ROA
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(ROE , ROA) séisa 3h9 o ) il gll i paal) dny; (9) Jgi

Jaall | 2019 | 2018 | 2017 | 2016 | 2015 | 2014 | 2013 | 2012 | 2011 | 2010

7.651 | 0997 | 2.828 | 8.824 | 7.567 | 9.892 | 10.53 | 11.41 | 15.07 | 6.084 | 3.412 ROE

3.35 | 048 | 1.3 |3.258 [3.318 | 4.13 |5.341 | 5.222 | 5.442 | 2.714 | 2.346 ROA
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i3] Aianed] A pmdl) Lousdl 8392 olaol 86 ol Hlasy Glasl Juloxd] 5l ci6)
-3V gl e &S0l B9 e WLl (ROE) dxow)l rar Jhakell goldl pikell 3
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dpusizeadl F dasd iy 3 ¢(% 95)4a3 duwdy ((ROE) duzrll riogo § Dl dla>! N5 93
Lginall Ggiun po ST 29 (0.590) iy dlexYl dapdll )98 by iginn pE (23 (0.403)
93 Sginn 50 dzg0) Waolie 31 W dae )3l duinyall ja8) Ll ¢(0.05) BWlg duhyally el
dedizall F dod iy 3] ¢(% 95) 483 &g ((ROE) &l 50 3 0L dilax! AVs
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A6 dzgo) balae 21 dusyall (ad) (10) Jsda oaa-(0.05) By duhll dataoll Lginoll
F dadd cily 3] ¢(% 95) 445 duudoy ((ROE) &yl 30 (& dusgakold dslas! Y5 93 (Sgins
oo ST (29 (0.204) cud AWlamYl deoudll 09S G Dgiae s (P9 (3.468) dedizeall
olie (31 dudyall 28y Jgdal g WS (0.05) Fly duwhll daimall diginell (Sgins
3 (% 95) 4&5 dewds ((ROE) &ouyll sbse § cablatl ddlas) AYs 93 Sgine 23U uxg)
29 (0.370) cub ddlaaml Aol 095 s Diginn € (29 (1.315) dedieall F daid iy
(0.05) &l 5 4 Al dsima)l Drginadl Sgin (po AT
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F )
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