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Abstract

The study aimed to choose the quality of service, customer value on
customer satisfaction in both Islamic and commercial banks in Jordan, and
the ability to face the challenges of competition in them. The study
population consisted of Jordan Islamic Bank for Islamic banks and the
Arab Bank for commercial banks. The sample of the study included the
customers and dealers with both banks and who have been selected are
appropriate sample was divided evenly (250) for each type of banks. To
achieve the objectives of the study used descriptive analytical method
captivity, the applied method was used to collect and analyze data and test
hypotheses through used identified the head of the information-gathering
tool in the field variables of the study, which consisted of (42) items. It was
the use of a variety of means and methods of statistical notably averages,
standard deviations, and test T for one sample, the stepwise multiple
regression. After an analysis of the study data and process hypotheses study
found the number of results including: The presence of a statistically
significant effect of the quality of banking service (reliability; response;
reliability and empathy) in Islamic banks compared with commercial banks
(tangibility; reliability; validity and empathy) to achieve customer
satisfaction at the level of significance (0<0.05). The presence of a
statistically significant effect of the quality of banking service (reliability;
response; reliability and empathy) in Islamic banks compared with
commercial banks (tangibility; reliability; response; validity and empathy)
on the customer's value at the level of significance (¢<0.05). Results also
show the presence of a statistically significant effect of the customer value
to achieve customer satisfaction in the Islamic and commercial banks, at
the level of significance (0¢<0.05). The presence of a statistically significant
effect of the quality of banking services to achieve customer satisfaction in
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the Islamic and commercial banks in Jordan, the existence of the customer
and mediator variable value at the level of significance (¢<0.05). There
were statistically significant differences between Islamic and commercial
banks in Jordan differences in the quality of banking services at the level
of significance (0<0.05). There were no statistically significant differences
between Islamic and commercial banks in Jordan in customer value and
customer satisfaction at the level of significance (0<0.05).The need for
banks seeking to improve the quality levels of attention during all
dimensions of quality (tangibility, reliability, validity, responsiveness,
empathy), and also the study emphasized the need for urgent attention to
these dimensions. The study recommended the following: Attention to the
need for banks to build value for customers by working with all the
dimensions of customer value (financial, emotional, functional), and also
study the much needed attention to this deportation confirmed. Further
more the study suggests the need to allocate a budget for the purpose of
staff training and works to improve their skills. Not to deal with the
customer as a source of profit and had to look forward to but a future as a
resource and partner for the bank's business and development. Attention to
the need for banks to achieve customer satisfaction because it is a
comprehensive assessment of the banking service and orientations of the
bank from the viewpoint of customer
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