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ABSTRACT

The quality of banking services is the basis of financial and
services societies due to effect on customers trust and satisfaction.
The study focuses on effect of service quality on customers
satisfaction, and the mediating role of customers trust in the
relationship between the quality of banking services and customers
satisfaction in Libyan banking. The study sample consists of
customers of Libyan National Commercial Banks. Questionnaire was
designed and distributed to 350 respondents using the sampling
method. Only 300 of the questionnaires are suitable to analysis . The
analysis data by ( AMOS, Spss) The originality of the research lies in
a model of the integrated relationship between the quality of electronic
services and trust in increased satisfaction (Structural Equation
Modeling SEM).The findings of this study reveal that service quality
influence customers satisfaction. Importantly, some insights can be
drawn from the results of this study by bankers and strategy makers
should therefore guarantee that suitable strategies that make sure the
customers do not switch to rivals through understandable and written
policy that will guide the activities of their banks. oblige banks
managers and service providers to increase interest in E-banking
services provided to gain customers trust. Future studies and in-depth
examinations of all trends in consumers behaviour at the point of an
independent variable of trust rather than an meditate variable |,
focusing on the characteristics of the site and its impact on the
relationship between the bank, customers satisfaction, and employees
ethics.

Keywords: Banking Services Quality, E- Service Quality, Customers
Satisfaction, Trust
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