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0 ABSTRACT O

The quality of the banking service has received great attention from administrators,
academics and bank marketers because of its great strategic value and an important role in
enabling the bank to: Keep its customers and employees satisfied, increase the
opportunities to provide banking services, attract new customers, Enhance reputation and
improve banking performance according to client expectations, thus improving
profitability level.

This research describes the importance of the role that the use of queue theory can
play in improving the quality of banking services in its five dimensions (tangibles,
reliability, responsiveness, assurance and empathy) in the Commercial Bank of Syria, from
the point of view of its employees. The researcher distributed (150) questionnaires on a
sample of workers in the branches of the Commercial Bank of Syria operating in
Damascus, Lattakia, Tartous and Homs. The number of questionnaires retrieved and valid
for the analysis was discharged (100). The researcher analyzed the data using the Statistical
Analysis Program (SPSS 20).

At the end of this research, the researcher reached a number of conclusions, the most
important of which is: There is a significant effect on the use of queue theory in improving
the quality of banking service in its five dimensions (tangibles, reliability, responsiveness,
assurance and empathy) in the Commercial Bank of Syria. The researcher also presented a
set of recommendations at the end of the research, the most important of which is: the
necessity of applying the theory of waiting lines in all branches of the Commercial Bank of
Syria, and work on continuous improvement of the type of technology used, facilities,
equipment, tools and banking and administrative equipment of the bank. The workers help
them and pay attention to solving their problems and answering their queries.

Keywords: The Queuing Theory, Banking Service, The Quality Of Banking Service.
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