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Abstract:
The research aimed to study and analyze the impact of waiting time inside the
bank on the level of customer satisfaction. The Gulf Commercial Bank was
selected. The sample size was set at ()°+) customers, and ()¥:) valid
questionnaires were retrieved for analysis, i.e. a response rate of AVZ. The most
important results include: The waiting time inside the bank directly and negatively
affects customer satisfaction. It was found that this factor is one of the most
prominent sources of dissatisfaction in the banking experience. The results of the
analysis showed that a large percentage of customers suffer from waiting periods
that exceed their expectations, with a clear weakness in organizing the queue and
a shortage of employees that is not commensurate with the number of reviewers.
The most important recommendations include: The need to develop effective
mechanisms to organize customer queues and reduce waiting periods, such as
using digital systems to manage queues and inform customers of the expected
waiting period.
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