Ay g Aslaall g Astlal) il yal) Adaa
ISSN 2352-9962/E-ISSN 2572-0147
2017 rennd -3l 22al)

N
i\

OEBUniv.Publish

Ledhind dul) Ldpanl) cluaiall b Jaaall L) Ao cilaglaal) L glgiSs aladin)
(—Addicd- sfal) Jhis Anugw Cipas YISy sdes (0 die o
The impact of the use of information technology on customer

satisfaction in banking institutions (an exploratory study on a sample of
customers of Generale societe bank Algeria-Constantine)

Bl Bleal ol daala ¢ 9403 g land .
(2017/11 /04): 358l g ¢( 2017/10/ 27): pnsil) ey )5 ¢ 2017/09/ 02): agesil) g i

" Abstract

The study focused on how information
technology can further be employed to
improve the delivery of services thus
leading to customer satisfaction in the
banking  sector were  collected
preliminary data for the study through the
design of identification especially for this
study and distributed to a sample of 600
customers from 4 banking agencies
selected sample representative of the
commercial banks of constantine, was
recovered 558 to identify them and the
exclusion of 42 questionnaires to non-
viability, as analyzed through the use of
statistical methods the various indicators
of descriptive statics (simple and multiple
regressions, averages, and standard
deviations). The results of the analysis
showed that there is a strong statistical
relationship (0<0.05) between the use
of the information technology and
customer satisfaction.

Keywords: information technologie,
effective service delivery, Access,
Quiality of Service, Security, Customer
Satisfaction
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