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Abstract:

This study investigates the role of the learning organization in enhancing banking service
quality, focusing on Al-Aman Bank as a case study. The research aims to identify the
dimensions of both the learning organization and banking service quality, while assessing the
impact of employees' engagement with learning organization practices on service quality from
the customers' perspective. Employing a descriptive analytical methodology, the study targeted
a population of 1,200 employees and surveyed a representative sample of employees and
customers. The findings reveal that technological applications, servant leadership, continuous
learning, and cultural dimensions are the core dimensions of a learning organization, whereas
tangibility, reliability, security, responsiveness, and empathy constitute the primary dimensions
of banking service quality. Furthermore, the results indicate a statistically significant positive
impact of the learning organization dimensions on the overall quality of banking services.

Keywords: Learning Organization, Banking Service Quality, Al-Aman Bank, Financial
Sector.
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