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ABSTRACT

The main objective of this paper is to take advantages of benchmarking technique
to accomplish goals, such as improving performance levels, expanding market share,
increasing customer satisfaction, improving internal processes and education and
training.

The results of a field study being carried out recently on Jamhuria Bank and Alaman
Bank are presented. Considering that Alaman Bank is to be the reference for
benchmarking in terms of its high-quality services. The overall concern was to improve
the Libyan banking sector through applying the principles of benchmarking, thereby
improving services' levels, increasing profitability and customer satisfactions.

The study concluded that, it is possible to improve the performance within the
surveyed sector by overcoming the weaknesses and limitations within the quality of
banking services, especially in the tangibility and reliability aspects, and reducing the
time needed for issuing e-cards as well as paying more attention towards increasing
customer satisfaction, and considering their compliments and proposed ideas. Therefore,
it is crucial to provide the banking services with up-to-date communication networks such
as mobiles and internet. Furthermore, it was realized that security, safety, and privacy are
of importance to customers, and should therefore be considered as strengths for
improving the Libyan banking sector. In addition, more positive issues that should be
considered for Jamhuria Bank, include its market share and its exclusivity of issuing
student e-cards throughout the whole country, such services improve the profitability and
enhance customer satisfactions.
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