@ladl) i) L& Alls Ly 14 paal) Gladdll 3aga cpand Ao @il Jladl (il

e

sl dlae)

G)S‘-‘Y\ <l ‘ﬁu

i) 8 G paadl) leadl) 53 cpan e (gl JU uly A ol ) ddall s s
(S ) Galdl eny DA e sl i cagll mgial e 3wl cadiely ¢ el (gl
Glaadll saga g ol Jlall Ll o sgiar ALl <l AaSaall dpalall )l ¢ jaladllg
Cra 138 (191) lemna iy A0 A upall die a3 Adas ) 4y ial) Ayball o LS 235 (2 caal
Blia) 112 Js) &5 Gam cdegpn el (glaall il 8 (glany 138 (833) a5 dulall pcine
AylaY) i) pea ciled Jabaill dalla
S5iane die Ailias) AN 3 Sl agng el e OIS Bl e waall ) A hal) coiali
o) aga cpaat e (580 (Bylgall (diyaall csaall) salals gyl JWl Gyt (< 0.05) AN

(dalelly LYY cAslana¥) dpalaie Y (dasaldll) Waled paans 4yl



le Lgasanty cBagall Aal yay clid) 5yly) Gl agl . il (gylaal) @il 3 Ay aal) cilardl

cOnlalad) A8



THE IMPACT OF HUMAN CAPITAL ON IMPROVING THE
QUALITY OF BANKING SERVICES: CASE STUDY AT
YEMEN COMMERCIAL BANK
Prepared by
Naji Shaif Al Awaj
Supervised by
Dr. Bander Abutayeh

Abstract

The study aimed at explaining the effect of human capital on improving the
quality of banking services in the Commercial Bank of Yemen. The study adopted
the descriptive analytical method through investigating the researcher to the books,
sources and scientific journals related to the concept of human capital and improving
the quality of banking services. (191) individuals from the study community (833)
working in the Commercial Bank of Yemen branches, where 112 valid

guestionnaires were introduced, which included all administrative levels.

The study revealed many results, the most important of which was the
existence of a statistically significant effect at the level of (a0 < 0.05) of human capital
in its dimensions (ability, knowledge, skill, experience) to improve the quality of
banking services in all its dimensions (tangibility, reliability, responsiveness,

assurance, and empathy).



In light of the results, the study recommended the raise of awareness of the
concept of human capital for its role in improving the quality of banking services in
the Yemeni Commercial Bank. The study recommended bank management to

encourage quality culture among employees working in the bank.



