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ABSTRACT

Factors affecting the customers’ choice of the

appropriate commercial Bank in Jordan

Preparéd by: Mohammad Shafiq Mohammad Abdul~Khaleq
Supervised by: Dr. Naji Muala

This study examines the factors affecting the
custemers ° choice of the appropriate commercial hank In
Jordan. Specifically, it examinecs whether these factors are
existed or not. their variation according to variances in
some demographic characteristics., and their variation
according to the bank nalionality,

Data was collected from a stratified sample which was
censisted of (533) customers covering all the governorates
of the Hashemite Kingdom of Jordan and all Jordanian and
non-Jordanian banks. The statistical analyses included
ANGVA, sum of squares for large samples Method, and some

descriptive statistics.

The findings of the study indicate that there are
specific factors or criteria used by the customer in his
choice of the appropriate bank. Those are the employees ’

competence, the bank reputation, convenience, visibility,

ARERAL

The findings also indicate that those criteria are not

and service price.

vary according to sex, income, years of dealing with the
bank, or age, but they do vary according to social status
and education Level. Also, those eriteria were used by

customers of both the Jordanian and non-Jordanian banks.
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Among  the recommendations are to pav more attention
for understandinpg those criteria by banks management so as
Lo direct 1the efforts Lowards achieving their customers
satisfaction. holding training programs in communication
skills, better authorits delegation, and better

determinalion of the relevancy range of prices.
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