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The Impact of Human Capital on Improving the Quality of

Banking Services in the Yemeni Commercial Bank

Naji Shaif Al Awaj  Dr. Bander Abutayeh

Abstract

The study aims at examining the impact of human capital on improving the quality
of banking services in the Yemeni Commercial Bank. The study relied on the analytical
descriptive method by returning to the books and scientific journals related to the concept
of human capital and improving the quality of banking services. All employees working
at Yemeni Commercial Bank were targeted. The survey method consisted of 112
employees at all administrative levels. A questionnaire was distributed to measure the
research variables and tests its hypotheses.

The study revealed many results, the most important of which was the existence
of a statistically significant effect, at the level of (a < 0.05) of human capital by 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 to raise the awareness of human capital
concept for its role in improving the quality of banking services in the Yemeni
Commercial Bank. The study recommended the bank management to encourage quality

culture among employees working in the bank.
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Sig.

inl)
0.01 2.77 0.25 0.69 @il
0.01 2.89 031 0.09 0.25
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