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Abstract

The study aimed at identifying the role of financial inclusion with its aspects represented
in delivery, use and quality of financial services in improving financial performance in
commercial Yemeni banks. The study also aimed at identifying the level of financial inclusion
implementation in commercial Yemeni banks. The study population was represented by
general managers, managers of departments and heads of departments in Yemeni banks. The
population was (296) individuals. The study sample was (153) individuals, selected by using
the stratified random sampling method.

The analytical descriptive approach was used through designing a questionnaire. The
Social Statistical Software Package (SPSS) was used to analyze the results and test hypotheses
of the study.

The study reached a number of results, the most important of which is that financial
inclusion plays a role in improving financial performance in commercial Yemeni banks. This
role was achieved through the results of the study, which showed that there is a direct
correlation between financial inclusion and its aspects represented in delivery, use and quality
of financial services in improving financial performance. The results also showed that there is
an impact relationship between financial inclusion and improving financial performance. The
level of the impact of the aspects of financial inclusion on financial performance ranged
between a significant impact of access to financial service and an average impact on the
quality of those services, and the lack of the impact of using financial services on improving
financial performance.

The results also showed that the Yemeni commercial banks generally implement the
aspects of financial inclusion to a high level. The degree of the implementation of the financial
inclusion aspects in commercial banks ranged from increase of the level of the quality of the
financial services provided, followed by easiness of access to financial services, while the use
of financial services achieved a medium degree of implementation.

The study offered a number of recommendations, the most important of which are:
Enhance financial inclusion by increasing the number of branches and facilitating opening of
accounts; Supporting financial education by integrating financial culture for customers and
bank employees; Creating financial services suitable for low-income classes, taking into
account the requirements of customers; and focusing highly on facilitating the financial
services granted by financial inclusion to enhance competition in the banking market in
Yemen.
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