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The study aimed to measure the level of performance of
employees for the quality of internal services in banks operating
in Khartoum State, and to measure the level of performance of
bank employees, and the problem of the study was what is the
impact of the quality of internal services on the performance
of bank employees, the study sought to test the hypotheses
that there is a positive relationship between the quality of
internal service and the performance of employees (employee
satisfaction), and that there is a positive relationship between
the quality of internal service and the performance of employees
(empowering workers), and that there is a positive relationship
between the quality of internal service Employee performance
(staff retention)
Thestudyreliedonthehistoricalmethod,thedeductivemethod,the
inductive approach to test hypotheses, and descriptive analytical
analysis, the study concluded a number of results, including
that the relationship between tangibility (material aspects) and
employee satisfaction is a positive relationship with Sudanese
banks, as it provides their workers with the appropriate physical
environment for work, which leads to their satisfaction. It was
found that the quality of internal service and the performance
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of employees (which led to employee satisfaction), the study
confirmed the empowerment of workers in banking, the study
secured the retention of workers by providing work aids within
banks).

In light of these results, the study made recommendations,
includingtheneedtohaveagoodrelationship between employees
and officials in the organization because this reflects positively
on the quality of internal services. Raising the awareness of
employees of the importance of applying the concept of quality
and maintaining customers and their loyalty to banks and their
services, conducting training courses for workers to learn about
the latest developments in the administrative, organizational,
technological and scientific fields, the need to deepen the sense
of stability and job security in word and practice, because their
sense of this makes workers a key source in building a positive
image of banks.

Keywords: Quality of Service, Employee Satisfaction, Employee
Empowerment, Employee Retention
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