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Abstract

This study addresses the topic of mobile banking branches at Cham Bank,
considering it a pioneering banking experience that seeks to bring financial services

closer to customers and expand financial inclusion in Syria.

The research focuses on analyzing the opinions and attitudes of Cham Bank’s
customers toward its mobile branch, "Najmatna Liandak," in terms of the quality of
services provided, ease of access and use, and their satisfaction with the interior
design and external appearance, as well as exploring their suggestions for

improving this new banking experience.

This study comes in response to the transformations taking place in the banking
sector amid rapid technological developments and banks’ efforts to provide more
flexible and customer-oriented services, beyond traditional models of branches. It
aims to highlight Cham Bank's role in adopting innovative solutions that combine

technical efficiency with a human-centered approach in service delivery.

The results showed that customers hold a positive perception of the mobile branch
initiative, given the ease and convenience it provides in completing transactions
and the bank's commitment to reaching out to customers in their various locations.

The results also showed that customer satisfaction is strongly related to the quality



of service provided by mobile branch staff and the internal environment in which

customers feel comfortable and secure.

On the other hand, the study pointed to some aspects that require further
development, such as expanding the range of services provided within the mobile
branch and improving technical equipment to ensure continuity of operations at the

highest efficiency.
The study concluded with a set of recommendations, most notably:
*Expanding the list of banking services available through mobile branches.

*Enhancing the aesthetic and technical aspects of mobile branch design to reflect

the identity of Sham Bank.

*Developing an operational plan and a fixed visit schedule for mobile branches to

build customer confidence.

*Investing in training human resources on communication skills and customer

service in the field environment.

Keywords:

Mobile branch, Sham Bank, customer satisfaction, quality of banking services,

financial inclusion, bank marketing.
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