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Abstract:

The current study aimed to identify the impact of job
competencies on customer satisfaction in Egyptian commercial banks,
and to determine the extent to which each dimension of competencies
— including leadership competencies, productivity competencies,
technical competencies, personal competencies, and behavioral
competencies — affects customer satisfaction levels. It also sought to
examine whether these competency dimensions have a statistically
significant impact on enhancing customer satisfaction in Egyptian
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commercial banks, and to assess whether demographic characteristics
— such as gender, education level, age, years of employment at the
bank (for the employee sample), and years of dealing with the bank
(for the customer sample) — influence the relationship between
competencies  (leadership, productivity, technical, personal,
behavioral) and customer satisfaction. The study population consisted
of all customers of Egyptian commercial banks in the Greater Cairo
region who frequently visit bank branches within this area,
specifically the governorates of Cairo and Giza. The study focused on
three national banks: The National Bank of Egypt, Banque Misr, and
Banque du Caire. The study revealed several key findings, most
notably that there is a statistically significant impact of job
competency dimensions (leadership, productivity, technical, personal,
and behavioral) on improving customer satisfaction in Egyptian
commercial banks. Additionally, the statistical analysis indicated that
the demographic characteristics of the study sample (gender,
education level, age, years of employment at the bank — for
employees, and years of dealing with the bank — for customers)
significantly affect the relationship between competencies (leadership,
productivity, technical, personal, behavioral) and customer
satisfaction.
Keywords:  Competencies, Job  Competencies, Leadership
Competencies, Productivity Competencies, Technical Competencies,
Personal Competencies, Behavioral Competencies, Customer
Satisfaction, Commercial Banks.
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