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‘ Abstract
Thé Effect of Service Quality on Profitability and Customers’ Satisfac-

tion in Jordanian Banks
(A Comparative Study between Housing Bank
and Jordan Islamic Bank )
Prepared by:
Rasmiha Abu-Mousa

Supervised by:
Dr: Adel Rajab
Dr: Heil Al- Janabi

This study atms at recognizing the actual level of presented banking service

Quality in both Housing and Islamic banks in Jordan, and also to recognizing the level

of customers’ satisfaction, In addition to degree of their loyalty to their banks. It also

;'éims at relating banking quality service actually presented and the increasing of profit-
“'ability represented by the ratio of Return On Investment (ROI). In order to present sug-
;: gestions and recommendations to help the administration of both Housing and Islz;mic

.:‘ banks in Jordan to improve the actual level of presented service quality.

To achieve the aims of the study the following three questionnaires have been

" distributed to the following parties: -

1. Customers’ questionnaire: - This aims at recognizing the customers” evaluation
of Housing and Jordan Islamic banks of actually presented banking service quality,
and recognizing the range of encounter in the both banks, in term of skills and quali-
fication that are necessary to present the service in good quality. In addition to that,
It aims at recognizing the level of customers’ satisfaction and degree of their lo -
alty, and banking service quality presented between 1995-1998 and their satisfaction
in the same period.

2. Encounter employee questionnaire:- This questionnaire has been distributed to
first line employee of Housing and Jordan lslamic banks in Jordan to know the

range of their practices of skills and necessary qualifications to present the service in
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' a good quality , and compare this evaluation with the evaluation of banks’ custom-

" ers.

3. Managers® questionnaire:- This questionnaire has been distributed to the man-

"" agers’ of branches and offices of Housing and Jordan Islamic Banks in Jordan to
recognizing their evaluations about the banking service quality that are presented

| actually , and compare this evaluation with the evaluation of customers’ banks under

study .

This study concludes with the following results:-

1. There is a significant statistical difference between the customers’
evaluation of Housing bank and the evaluation of Jordan Islamic bank
as for the level banking service quality actually presented , as the cus-
tomers evaluation of Housing bank was higher than those of Jordan Is-
lamic bank .

2. There is a gap between the customers’ evaluation of Housing bank
and Jordan Islamic bank as for the level of banking service quality that
are actually presented.

3. There is a gap between the customers’ evaluation of Housing bank
and Jordan Islamic bank and the evaluation of encounter employee dur-
ing their practice of their skills and necessary qualifications to present a
good quality service.

4. There is a statistical relationship between banking service quality that
are actually presented in both Housing and Jordan Istamic banks and
customers’® satisfaction, but the level of customers’ satisfaction of
Housing and Jordan Islamic banks was low.

5. There is no statistical relationship between satisfaction and custom-
ers’ loyalty in Housing and Jordan Islamic banks.

6. There is no statistical relationship between presented banking service
quality of Housing and Jordan 1slamic bank and profitability.

7. There is no statistical relationship between customers’ satisfaction of

Housing and Jordan Islamic Banks and Profitability.
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This study finds out many recommendations as:-

'1. 1t is necessary for the administrations of Housing and Jordan Islamic banks to de-

sign certain strategies and policies to improve banking service quality , that are ac-
tually presented , by developing and improving tangible materialistic aspects , de-

veloping the feeling of current and expected customers and showing an interest in

the customer .

' 2. Working towards the improvement of the mind impression about banking service

quality, by the concentration of promotion and private contact with the customers .

3. Carrying out many marketing researches to know the reasons of the gap between
the administrations® perception at the level of banking service quality with custom-
ers’ perception.

4. It is necessary for the administrations of Housing and Jordan Islamic banks to
precept their customers at the level of banking service quality continually, as a result
of the importance of the analysis in determining the necessary policies and proce-
dures to improve the level of service presented to customers.

5. Carrying out the necessary procedures to improve the encounter employees’ skill
and qualifications in both Housing and Islamic Jordan banks by making effective
training courses, increasing the material and moral support to encounter employees,
and making available a good system to peruse and observe the performance.

6. It is necessary to carry out continuous annual researches to study the level of

banking service quality, customers’ satisfaction, and their loyalty to banks relating

them to profitability.
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