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Abstract

This study aims at defining and analyzing the relation between the efforts that are
made by the Islamic banks in order to improve itself on one hand, and the level of
quality in providing its various services on the other hand, in addition to recognizing
the ability of those banks in offering the services for all the slices of the Palestinian
society for which this ability resembles in: quickness in executing the services, the
technique in dealing with customers, the quality and the credibility of the services
provided, and the accuracy in executing the services, this study seeks to answer the
question: could Islamic banks take the Commercial banks place in providing the
services for all slices of the Palestinian society?

In order to achieve the goals of this study a 120 questionnaires has been distributed
among a sample of Islamic banks employees, in addition to 550 questionnaires that
has been distributed among another sample of the Islamic banks customers in
Palestine, and in order to examine the study hypothesis, a couple of statistics methods
were innovated so as to get to the study goals. the Pearson correlation coefficient and
the equation of the regression line were used to define the relation between variables
through the statistics program (SPSS).

The study has concluded the following:
e More than half of the Islamic banks employees in Palestine haven't attended

special courses in the process of services improvement.

e There are a lot of banks' services that are not being provided by the Islamic
banks in Palestine.

e The Islamic banks' top management does not pay attention towards supporting
the opportunities of creativity and innovation.

e The main reason behind people's interest in an Islamic bank is due to religion
views.

e The economic situation in Palestine limits the scope of capital investment.

e There's a shortage in marketing of the services within the Islamic banks.

e There's a variety of jurisprudential opinions that are set by different legitimate
observers in the Islamic banks.

According to this study the following recommendations were prepared:



First: the necessity of making a greater effort by the Islamic banks in order to
fulfill its employee's needs and follow scientific methods in the process of
choosing individuals in addition to considering the comprehensive training
for all the positional levels.

Second: working on uniting the legitimate supervisory boards and the
establishment of a one united board for all the Islamic banks.

Third: the call for Islamic bank's consideration of a better marketing of their
services by offering all the programs that suit the customers' jobs, reducing the
profit rates, and expanding the branches in all the areas, along with activating
the services of: phone banking, internet banking, international visa card, and
sms.
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