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Abstract:
This research aimed to determine the dimensions of ATM
service quality that affect the customer’s satisfaction (as an
intermediary variable), and his commitment to deal in the future
with the services provided by these machines.
The importance of this research is represented in studying the
role of ATM service quality in customer's commitment in the
Egyptian public commercial banks (Banque Misr, National Bank
and Banque du Caire), which has not been addressed before
(within the knowledge of the researcher).
The research community consisted of customers of ATM of
commercial banks affiliated with the public sector in the
governorates of Greater Cairo in the Arab Republic of Egypt,
and an intercept sample of 384 individuals was taken by
regularly intercepting one customer out of every five clients who
frequent the sites of ATM. The number of valid forms for

analysis reached 349, with a percentage of 91%.
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The research found there is a positive statistically significant
effect of the ATM service quality dimensions on customer
satisfaction, and they were ranked in descending order
according to the strength of their impact as follows: reliability,
fulfillment, customer service & support, convenience, ease of
use, security & privacy. There is also a positive statistically
significant effect of the quality of ATM service on customer
commitment. The research also found that there are
fundamental differences between Banque Misr, National Bank
and Banque du Caire clients, in relation to their responses to
the dimensions of ATM service quality, and the existence of
fundamental differences in the degree of their satisfaction.
Key words:

ATM service, ATM service quality, Customer satisfaction,

Customer Commitment, The Egyptian public commercial banks.
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