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ABSTRACT

This study focused on one of the important issues pertaining to the commercial
banks operating in Libya, this paper aims to understand the impact of culture on
the perceived quality of services, which in turn leads to customer satisfaction in
the Libyan banking sector. In addition, it will be important to explore the
customers of commercial banks' culture in Libya, public or private. To
implement this study questionnaire was distributed to commercial banks'
customers and the number of questionnaires (329) and conducted statistical
analysis of the results of the exit and customer feedback commercial banks. This
study has concluded that some of the dimensions of a culture is very important,
especially collective effect, manhood, and to avoid uncertainty. On the perceived
quality of the service and thus customer satisfaction Libyan banks. Moreover, the
public is more concerned banks on customer satisfaction compared to private
banks. Study have a significant impact for the managers of the Libyan
commercial banks, which will help them to work out new strategies for their
business. It is expected that Atefid other aspects of the banking sector, where the
dimensions of culture and contentment and others in this area.




Journal of Human Development and Education for Specialized Research (JHDESR) Vo: 2, No: 3, 2016

el
ol 0L (L (3 Abela) Byl )Ll (a2 gl degll Slegisll e By e dnl) ) sds ST

Grall el 3 sl Loy U] 635 oppts U1 35l Sl 83 e 8L 150 1gb 1) Cud 3
o Bl L (3 aleladl bl el oSleall B CLaSanl wghl o 058K s () BLoYL L M
Sl sde O ybadl Slall e Jo Ol ayg F dubll ods dddy Ldeld
Al sds o By L alndl OjLall Seadl ey miln zopl Sl o) o1y (329)
il B3 o i pde Cady W)l elid] Losas T sl 6 W Bl syl ae 01 U
Loy e Ll T s dalal Ojlall 0B celis Lo 39dley 20l O)lall oSlaall Loy 41 Sy 2550l

wrdslud Gow gy )l d)lndl Ol o)l adly 1S 5 W anll L asd) Ojlad) ©)le ¢dasll

B sl Eo @l plhdll o 65T Coler ddn OF aBstl) oy L oblasY s Slonglinl foe e

J s 3 Ly Loy




Journal of Human Development and Education for Specialized Research (JHDESR) Vo: 2, No: 3, 2016

¢ Uy ) paisdl sl ols Ol s (3 L ek ¢of slagl (3 Lils 1y ks claad] gl

g @ ael Lo Sy O plane 3 Jlay) ) J&1 st e 750 e ST 0l e e
Sladd 8352 Goiab ool 48] (2008 (05 5Ty UI) slasW dalall Sledikly o sally foall 08
9> oals Baad) dess O sbedall 5,0 15Ty L bleel djlad by CnetslS Y1 plazal Lasls sSlesll Lo
Loy oot el loadl 835 jialy  Bgnd) 3 Bedlidl e dholse o SIS2N clde el 3 Lila
(Akgamé& Murugiahe 2015)auauns” sl Jfazal ~ailly aodote Y 5L OLy5 o ol ekl

(2013 ¢ msladiy cslis )

o Bl alsall e eSheall 3L OF ) ool aaldh oleydlly SlesY) e @531 06 (a3 e

L) 2l Ojlalt pladll 3 Sl Loy e 5B U 0 QWb ceadl 3 Je 50 U )
Gl Ay L Lablh el ddd) A e 1S 0 e o el O] e JU6 (2011
S Ay B o e Bl Jo sl Eoudl 1y Lol gl e daades U Casad
Bole (5n Canndly LBl 539m e ALl 13 gn WL pgeall s OF dingy (1991 waiign Butazel
oled) il lisllly wlaad) ON S, Sy A5 camlis O3lg5 3l Jold lead olSTs
Shoall Sy Coliy (2 4l ot walil) 28lo Slaladl (3l (SE aedl B35y (2014
At sy e Slaall i iy e B Bapm 5 s (1988) (o bty iy als pay
S LA b Bpaze a bl BT e 4] oy OF s Y Gatmey Adls hee ga ~LiYly Lo,
Cind o Liatly b 308 293 ey elall ledl plaza¥ly oSaall e 531 JLaY Ty (2012
Beks 3 eladly LU bod (3 BB G sluasly ld o1 G 82l L ydy Bl lall oy L

B39 et e 5SS AL Erla ny Al Ojlall 3 oSl Loy Al ) (ol ) Y1 el ol

3 Seally bl o oVl S e Bl 66 Laf (20080 S gl) Ladaell ol

LBl & bl sale] 89,0 Clall e ol LBy dhgally Aapd) Slslaal) iy Ll 2 Slnsll




Journal of Human Development and Education for Specialized Research (JHDESR) Vo: 2, No: 3, 2016

G 8L ad e s T e oSleall Loy dedd B3 s Ball Sl Blall e g QUL
REJ

Al Olwydt 2

25 sk samgS 1) OF (20100002) Grar elodall Gl 13 e 31 (3 B iy ¢
oo el s wld of (20010 bIshy JlegSlnn ) Ll (M5 e 39dley . Slly bl (3 s degas
(1991052 Ty dmdgn ) U3 wog SV W3y Olitas e adlil & sl clsVly eladly S
ST i (s e sodley aSak SLI) oke o Y mast S O3 Y1 Laylael L) iy
By ey (nae e o Lo Wgs Jols 33V Sl of ) e Ao get L Bl 2 LI OF sladal)
e oA las
(Hoecklin 2o Wl LS™ cnidl Ly 513Y1 0 Ao gaz jaf gl aShadl gladl e degaz T
S Bl izl e Ble o b cosntdl 8L Bt ) s usT 33l (3 ey 1995)
el bl s on Ly o g2 Ly 552 Y Lig 532 Loy e bl 5a Loy rme oo Losid ) g
B Slaleld (3 ol Less g Lo WLey 5301 Sl g a3l illy olazaal (2005 ¢ Gid o)
Gon & AW Wl 3 sped o)l Jasnis Gage Lol plll Ble e ah Lng Y W e
(2002 slir) np I e Slaghalt Jalsy Jlai¥l ©lsd b e S 3= 3y L bladl e
oS el B b sum adell JLsW) 5] e 0By bll @ae S Ll OB IS
(Chaot & .lapéy 3padly Shodl Gl iagSH) an oall S (3lsY) 2buls (iylsY) SlalY)
Jinger, 1999)
GSIY S mdle coass @ ol il . (Hofestede, 1984-1991) wxdss olalys

o e Bl Gy ol alsY) olagldly (Lol of e gLl el e Tolozel 2l Slaasd 3

didgr IBM ¢l (ned b o Amnge ST 1] ox 3 bl Ll jSla (g)1s) 2358 ISy Lol




Journal of Human Development and Education for Specialized Research (JHDESR) Vo: 2, No: 3, 2016

> qsn B o 32 3 il 858 3 @Yl posll sk dege sl sdps o]l
pail Je dm L wdsle sl 4 anhill sds s e 4 oy Gl e wlzal (100000)
sl el ey IBM otsiad deldl ColS w187 (35, 0adly 5ol BN 39mg bl iy
WSS o by 23U UMY sgmmg Dbl el S 0 dzidgn pllanad ) Wl LS
~e @ L SUM ) jlaeVl ds ) Al fuy anke dnides pddy LUy UL saw Wl
U 2Ll sl dei 06 (3 magiadd) iy Y1 oY) e 2l bl 505 510 olelbily wLSsh

tk b @ R Sl gl g SV g cpast) e i

Slowsll a3 T cliasl s wijy oz :(pOWer distance) abgl 3541 o) abld) sles 2.1
Bl wles Jby (1991 055 T5 dizdgn) "3 5 ALl s OF mdsng ) sl oledady
Blos Ao 3 oo S e 3ty abll G e Blaldl pde e Lo St J] i 2L

Db sl Ogladly Slgludl o k) 5wl diadsiis
(individuality / collectivity) : aeladl O35z 3540 2

, oS & Al o 8 "iolizs & SN e B! & oleez) U w theled) Llas 454
colelaad) adll dildl o 454l depdl (plag,

A 3 el el e k& 0" :(muscularity / femininity) zssY oYz a0 - 2.3
o S UK Oy ey ST O ) 25 )T Adle slow d e aadly Bl maad) e olaal)

(1991 05575 drdgn) ik ponnd) (Sgme (2LE) U] e85 5,STl Aadin ot

U3 e Ogades oS Ogmiy B slasl s f U s(uncertainty avoidance) Jyd) o -2

(Pseil) e daitie Yod dla O Ul i g sde id plil Ogme pb o BaSEe Y-
AT mextl OF gm @I pgaill B B jay i) pte (plid) (1991 0527y dnndgn) o
bl s -l




Journal of Human Development and Education for Specialized Research (JHDESR) Vo: 2, No: 3, 2016

(long term orientation) it =31 b 5kl 2.5
o S o erdl el Y Lk S e SR G e inll o2 e 31T S 2y cnd
pdeg UL wajliely Ladidl Colsbl ek I e (1991 0557y dndgn) Y1 el oW

el L

Aeud 834 .3

¢ il mall £ e Slatdl oda sz oladsdd Bl b Sl ) Jgosl 15800 o0 T
bl e plasanl @ aibll e blasl Gl e ) (3 Readh) Gy S olalad) il
3 @i Y @l YL OULY asT e ) Y1 o (ool pé e " WL dead) Calsl sy
Sl el Lo UL L (S WS and) 8 IS5 (2009 LSy 55 e o ol 2S5
Akl ol e QW e 2l 3 5T )

Olader) sty 0SS Reddl Sug @l oyl (3 oSlgaeall a5 3 sLaW) e iy b 8354
Jod B leadt o mal ailaly wledl fagy 335 Gy L Se (2009 04,47, Polegato
Lal 2 &eg OF ol oy (2002 0527y 555) anea)l 5 adall Sl 2y Je 85 e

) il e Lol pde o ALY1 e O (Ss g Lope ) Al o

Jerr o @BLBg5 ol o [ g Aeddh) Al Sleall sl e ga O3V Grgedly 315V (3 Al S5
5392 S 10y (2005 ciiing s @ dgiaal (1990 05 5Ty Jlazy) b o 30 ol Lo JU
A ) B 05T O (K8 g Al @ Sl @i @ Akl @ oS O (sl aaadd
"Lkl Olygadls Seall oldy n oW WL wadl s> sus Parasuraman

Ao g OIS andgall deddly 3y0maill 340 T e iend)) 35> o3 01 15551988 (Parasuraman

coledd e el e ) ol adll o 3l5) e S 3d Lo




Journal of Human Development and Education for Specialized Research (JHDESR) Vo: 2, No: 3, 2016

el Loy .4
ol Al Cladl e e )l Slbg G e i sudi) AWl AW Sl sl cugs
Lt Sl e (3 oSl CIlas 2L Y Lo gshadlly sapazdl ansldl ol 155 (1996 (05 5Ty )
2SS Gl @ s T e Al ga oSl Loy (2009 009575 ) Y5 eSleall Loy g wilsll
gl ool sllel on LU Sheddl o saW) 2SS e oK ST s s e Jsad
Bagr e ol Sty SR pe b sUsl) B ety i kel (54 (@Bl Uy ((Ssaad
gasl 2014 05Ty anw (1993 0927y s5]) SlenslinVly Gsill sds alie L 2eadd
(Oljgn) wElaisy odaall Slrbaml ddod ST Llazal L5y (2011 (09575 W <2010 (052
plazal ey 3l ga (1995 iy gty 1993 () daall wasdh o BJle 2o g gy (1989
et pop OF 5T sy ceddl o el me daall Loy (3 8le Rods 352 wils OF dhys] S0 )
(1996 05 2Ty Jlaz) odlasll o alabll cpdy (oISl (3 2Ll il lasanY 27

s o=l Juy csSaall Ly ) 08 W aeddl 35 e Bl 6B jes o amladl clul il 8
(A ¢ 2012 (amadt 1995,¢ 2011 L) cloadt 39 e Bl BT (3 Codd A a8
Loy o b U 0o JWby ciatdl 39 e b U gl i Rl algall e oSl 035 0T (2008
Slemg Bpmey il £y Slall dadl il ol o el 2y Rl Olall pladll (3 2D
339 0 lgps atl) e Besag Ly WOt (3 sl ST gnall By (g8l WELeyy odlesl)
Lt Ssy (2012606240 2007 oy 20000 pwsn 51 2013 ¢ aslis) Sasll Loy 5 2aadd
e @ el Qs B Y L gyhally sasdl 2l I e Seall Loy e Slaad) 3o 136
G sl T e il g oSl Loy (2009 009575 ) ¥ edeall Loy o mdlall dpdond i)
slos] o B Sl e Y 1SS e oSG T o i e e Jgad) 0SS LG5l
P SR S e s bl B bty e skl (54 (Sl iy (s Byl Dlasl

2014 05575 dnm 1993 092 Ty 55]) SlomslinVly Grgwild st walie deddl B3 e

r@w):j 9M\ QL>-L§.>—\ .,\g..,b;ﬂ }\ff Lolazal ‘}}3) 4(2011 ‘OJJ’.'B U= ‘2010 cQjJ}-Tj L}a.&»i




Journal of Human Development and Education for Specialized Research (JHDESR) Vo: 2, No: 3, 2016

B es (1995 Gy gy (1993 () sdheall aaidl s Ble Beg gy (1989 o))
OF 5T atyy caadt o ) o Shaall Loy 3 e 2ots B39 s OF Sps) 8 ] placal ¢l
09Ty Jloy) Sleall o Al pndy (oSl 3 (2L ek plasan 2T jasd on
. (1996
ekl (sl 2l b 3 LYy Sl Loy @ eV DU s U w3l skl La

) 3 2R & as Leslgl RalasV dadl Wy LoVl pb e WY 2yl

o) Loy by aedd) 335 35045 (3 gl o0 W wladl O) awl ) o i e

bl 2358 (1) 3, o

Adnlo) diliea

A5 Y1 B <A

Amlenll g A

el pliin — JEXPREN (- CYTN

/N

Joghll aall 8 4x gl




Journal of Human Development and Education for Specialized Research (JHDESR) Vo: 2, No: 3, 2016

Llyll dpegis .5

Suode @ oWy sl plad C3jlae BV ST e Sladl Osily o) laal) e SUL) aa £

Aol awa) oSy olaanl 343 e F i LWL Al sda WS E My Wlae 5 Wblb
gill = 5 dl sz Gl ¥ = 1 cn ol Bl o oS e plsizaby ¢ Ol 329 Jlaze
elodl 35y die 33ke 26 e (20110095 Ty omall ) Ty Bl slal Slald 35l slozel ¢ 50y
Alaldl Blud 550 2y ST pde ot 3t A W ot el skl sl e gl 5gn e
Gal (Adgsel) dgy At ewsall ssn Aayl ol 210 25Ul Beadh) B3 sl L) sl slesel £
Slald seudl wdazsly (1994 0Ll ) Gablad) e s dayly clmzed sgn dn)l (Olea) 54
£ dnastl UL UL (3 sagdly Bl Gy (2013 L0920y wilis )oogy s e oSleall Lo

Bl sl jlasly wead structural equation modeling (SEM) aslll adslall #354 plasein)

.(Smart PLS) sta>Y1 msbpdl b o dnestl UL LS,




Journal of Human Development and Education for Specialized Research (JHDESR) Vo: 2, No: 3, 2016

il 23Lac )l UL (1)) 1o Aol ) ) 431 281 2ilad-! 6
Bl S ) oo S of (1) 5y el e LSl
% 4.3 14 wa 29 U118 o o b sl gl g2l ol o i
%477 157 .39 1 29 .. 0427 7 29.99
%188 62 w49 1139 . ‘i o o LS Ragte By R 5T
% 26.4 87 . 59 1149 .. iy ae D9 — 49 ol WL o w
j?; j B 99 50 o 181 2l sl 0 % 2.7 015, %26.4
00 . aJ):.fJ
% 10 33 5 ol 08 u@ adedl el Lo
P — -
%538 177 ale 33Le ;i; Bl e e Y0 53.8 0glie Aaaldl Slslgadl
Hld4 4 S el e :i 3lgs ¢ %0 18.8 sy Lol a5l 53lgs Ll
% 18.8 62 bovsie pglos S5l " ) (y 13 4 )
%2 7 9 r:LJO;-Lg M.la&“ r};‘» e 0 . G L}w‘ ()L.L“
% 4.6 15 I Lo (et Ogs Bl o Lo % 2.7 i cilS,
%784 258 ibe gl g el g e gl by s
% 11.9 39 Jls! U, 3‘
; ol ) 0 LE S AT
%1 2 7 (s Gy Yl (sl e o %078.4 of el Sl @bl
% 4 13 delize O 4f Ly JlesVI Jly 00 20119 s s,

r@wsﬁ&w%4oiﬁ;cwsww%4.6r@wa&;qu\u\yoﬂ%lsz

2y el et 5 bl e 15187 gl a8 B OF ) et L dl 3 LSy Ogelins

L lall Clads e Dadiitey ) e ST Al




Journal of Human Development and Education for Specialized Research (JHDESR) Vo: 2, No: 3, 2016

ool 3158 Lty A3l ol 7

) e s U Oudl L (OLzeV1) anh,dll B 2l e e ST s deais
o5 i (Cornbach Alpha)stsss W s 1l LYY folas 2ad olsnal o SIS 304 240,
Jrledl Sas Laly (Convergent Validity) )il Sus aed olas & ey caulll 3l
Ayl g ol Wl S (3 anl i Blsl G WL (Discriminant Validity
I b Adlally Slal maas Al 33l O jleeY Lidd g olblisly o sas s
(Composite Reliability) a5l 435l a5e I 0 3ad 5 Sl bys O iz (3) o3y s
L asdlge 29 (0.70 o 181) b posll ad) o iy a9 0.880 wlath slal 3 aad 81 ils s
By ek lly ) B IV e Bl B0 Bhe el ¢ LS L(19980 g2y (8 ) s
Lol 51 paze oo pane kit (oo o I 3l 3 (39 (sLd) Jamd) Louam o il 88 o i)

(Multicollinearity ssrg pie) o o

Bl Slpaze B A3 (2) 3 o

LUy Jolas dod

Ayl JE il Sl 2 e U slis] n g




Journal of Human Development and Education for Specialized Research (JHDESR) Vo: 2, No: 3, 2016

cm B3, GBI b e Jodl e g gl s (T) (2Ll B35 g LLNY LS clal e bl 0
LV alSan oo el ol iy (3). lprall B0 anly ) Lldl) aisiiag (2). el
) 3.:19.4—‘ B oL 9 3)3 .lg'.br.':.s .ELQ')Y\ Jﬁ‘l; KIVR S 'M\).U‘ oda 0L u,a}.z'l-‘ 49 Lfl'; 9 .L;;UJ‘
B3y (i) pde o (el sk deg bl Bl (ST delad) cdnhul) deldl ol
el pebly anlll ods Slpane e LY JWE s (o0 (2) 03 Jsd! oSl Loy coloadd
ae( 1= 0.889 (1= 0.742) sl e 558 a5l Slodd) 55929 B slay) 0 SIS B O
L (1= 0.860) 1,8 @Y el Loy 5 1S5al Gladd) 535 8Vl Liay 0,01 am0 (S520es

Lyl Rt 3 (3) by Iyt

CR AVE First order construct
0.880 0.551 isld /Collectivism
0.887 0.611 sl Jisb 4>y [Long term orientation
0.928 0.765 4,511 [Masculinity
0.909 0.714 ikl Bl /[Power distance
0.918 0.790 i) e Caf /Uncertainty avoidance
0.940 0.797 oY) /Assurance
0.934 0.825 Lyt / Responsiveness
0.928 0.764 Jbuwdl  /Empathy
0.926 0.807 4mseks /| Tangibility
0.925 0.711 gk [ Reliability
0.934 0.739 sSall sl /Customer satisfaction

Lhdll il ol 2 e Ul slas] e Jgidd

Salas o o Jol B (AVE) L) bowgn Jolah an ) a3 J05 (2)03) Jadl U)o U
(CR) asll adsisll aad el Layly ¢ plad)l Biall e aulll O U8 L sl 817 oy bl
ol gn LY aad e xSTe ¢ 0.5 e ST e IO (AVE) e wils Lagly « 0.7 0 Lol

(2006 04,15 Hair) cows il




Journal of Human Development and Education for Specialized Research (JHDESR) Vo: 2, No: 3, 2016

! Joldy S, jlas1 8

oF el Ly O g (T value) 5o0u B seps (t_ value) el t aad sy il w2

izl B 5 e o lee L0.050 55l ¥ P-Value iy (Hair)i==t iz 0,54 1.96

LS PLS JSA1 z3seil) 2331 jlas wlalas Je JYauV) Sy (2013 <holt « Hair) oLy oo

Z3sed) Jloe OMalas ol & 5y cinlylll ol 3 BV Y Ol L) bl e B Ly M alas

Sz JlE @t (4) o) Jgr

N Slas ol Sl las] 83le] 1000 ¢l Y1 pasiany 0155 ¢ JSKA

Decision R? t—value SE Beta O il
Ui 0.683  9.513*  0.036 0.340 o 539 gt | Dppla
Ao 0314  0.046 0.014 it s5r Syguas [ skl Jush dg
U 6.984** 0.052 0.361 Slald 8392 Ol yguai [ Ay
iog,e 1.508 0.051 -0.077 Sl 8397 Oygaad [ Aaked! Adluns
Uyt 8.480%  0.044 0372 Cldhisag Sl | ol pis
Uypdn 0622 22545*  0.035 0.788 O Loy [ at 535 Slyguas

NS= Not Supported, PSQ= Perceived service quality, ** p<0.01

Bl 3 68.3 of 4} piw 4 .0.683 & agull aaud) 559 e Jsamdd R2 203 0 miladl o gl

Ol dl pie 416 .0.622 40 Lo R2 a3 (3 s 3oy Bladl sl s Sy Lol (3 ool oo

o Dlzp ] Iolal A Bl B3 IV e S et Sy Lo 3 bl e B (3 62.2

P <0.0T) ¢ (B = 0.3405etd1 0F ) 2l jetiy . oladl o 38U BV jlas) & iyl

e 88 83 LaP <0.01) ¢ (B = 0.3720:2 (il paey P <0.01) ¢ (B = 0.3615,,510




Journal of Human Development and Education for Specialized Research (JHDESR) Vo: 2, No: 3, 2016

HO6 2.0 cls” 5 els Q) sloyu HS. 5 (H3 c HT o5y s ¢ 0y a5l aand) 4 g
Laf (P <0.01) (B = 0.788) :Maah Loy mo 358 283wl &5l aoddhl 39 29 Wgids
5 Aoghe ol Al Bles 5 ) sb Ay we 2S5 ekl B35 01 el Sl I3 e Lo
Sf Say Lanll Oles 3 ol o Fanly Bl 0sSze Y bl Bjlall S OF Ul oy
& ol o) ezl 2l plog¥l U ells el m 5 Blndl Ll we Jolad) (3 250k
A s 3 dald) Bl OF Ogiin o£Y Loshe OIS Aokl BLL Slaal) dlysl 0B Sy OV L

gt u,\ng\j csjjﬂ\j bl e e S\JLM.U pls e Jle S sims

Sl gt 9
1 S Sleosdl e dssat 20 S8

3 Sy Lgole alild) 2T e ey aylndl Lol oy g Lgi 381 e e Jomy W9l 25 01 -1
Al ol b (3 Ba)

535 QW (orbld) (sl B 283 S50 1y (3 palos U Ld 3 Bylndl il 3 AU A8 e -2
il Sleds g 4nlSaly 2ilall 5))se

iy l3Y gl i ol Sled A e sl cdglally ey LSY jLandl 5id -3
Ayl Ojlall 4l Caedl g desd) oM s

Cladl pes e g Cpsadl 5 oyt s e (B)lall el Al 8sLiS s o8y -4

Laps 5 SNl olabie 5 cdole )l jos g il Ol S o I U Bud Y g i slenY)

8 sl 38 B35 5 Sl sl oda 18l gl a3L5 Jo aelis @) 5 gl Slbladl

Sas iyl O)lally Sled b 55y > Jy > 0oV Slllly SLa e a il ol il -5

fl s e saslld) Laloall g dan Lo ol e wlll oL 40 el 5y rawsl) sasle

sl sleas




Journal of Human Development and Education for Specialized Research (JHDESR) Vo: 2, No: 3, 2016

@rall pladll psbs e et 2 @ Ld 3 Sl 15 e Slulend) miad sade 2l 0 -6

References

1. Abdul Shukor, S. (2011). Antecedents and outcomes of social influences: the
case of British Muslims in the UK (PhD Thesis), Cardiff University .

2. Abdullah, A. A., Sidek, R., & Adnan, A. A. (2012). Perception of non-
Muslims customers towards Islamic banks in Malaysia. International Journal
of Business and Social Science, 3(11), 151-163 .

3. Abdussalam, Z., & Ryan, B. (2011). Religion and cultural dimensions of
trust in the emerging financial market in Libya. International Journal of
Behavioural Accounting and Finance, 2(3), 208-224 .

4. Abubaker, A. (2008). Influence of Core Cultural VValues on The
Communication Behaviour of Staff in Libyan Organisation. Unpublished
manuscript .

5. Abubaker, A. (2011). Influence of Core Cultural VValues on The
Communication Behaviour of Staff in Libyan Organisation. University of
Newcastle upon Tyne. August, 23 .

6. Akter, S., & Hani, U. (2011). Complex modeling in marketing using
component based SEM. Paper presented at the Australian and New Zealand
Marketing Academy Conferenc (ANZMAC), Perth, Australia .

7. Al Karim, R., & Chowdhury, T. (2014). Customer satisfaction on service
quality in private commercial Banking sector in Bangladesh. British Journal
of Marketing Studies, 2(2), 1-11 .

8. Alajmi, S. (2011). The effect of national culture on service provision .




Journal of Human Development and Education for Specialized Research (JHDESR) Vo: 2, No: 3, 2016

9. Alajmi, S., Dennis, C., & Altayab, Y. (2011). The effect of national culture
on service provision within Takaful industry: A comparative study in
Kuwait and Egypt. Journal of Islamic Marketing, 2(3), 225-245 .

10.Alam, S. S., Mohd, R., & Hisham, B. (2011). Is religiosity an important
determinant on Muslim consumer behaviour in Malaysia? Journal of Islamic
Marketing, 2(1), 83-96 .

11.Anderson, H., & Jacobsen, P. (2000). Creating loyalty: Its strategic
importance in your customer strategy. In S. A. Brown (Ed.), Customer
Relationship Management (Vol. 55-67, pp. 55-67). Ontario: John Wiley.

12.Elmayar, A. (2011). Assessing the Perceived Service Quality Levels in the
Libyan Private and Public Banking Sectors: A Customer Perspective.
University of Northumbria at Newcastle .

13.Ennew, C. T., Reed, G. V., & Binks, M. R. (1993). Importance-performance
analysis and the measurement of service quality. European Journal of
Marketing, 27(2), 59-70 .

14.Erez, M., & Gati, E. (2004). A Dynamic, Multi-Level Model of Culture:
From the Micro Level of the Individual

15..Gallivan, M., & Srite, M. (2005). Information technology and culture:
Identifying fragmentary and holistic perspectives of culture. Information and
organization, 15(4), 295-338 .

16.Gayatri, G., Hume, M., & Mort, G. S. (2011a). The role of Islamic culture in
service quality research. Asian Journal on Quality, 12(1), 35-53 ..

17.Hair, Hult, Ringle, & Sarstedt. (2013a). A Primer on Partial Least Squares
Structural Equation Modeling (PLS-SEM). UK: Sage Publishers.

18.Hair, J. F., Black, W. C., Babin, B. J., & Anderson, R. E. (2009).
Multivariate Data Analysis. Upper Saddle, New Jersey: Pearson Prentice
Hall.

19.Hair, J. F., Black, W. C., Babin, B. j., & Anderson, R. E. (2010).
Multivariate data analysis. Upper Saddle River, NJ: Pearson Printice Hall.




Journal of Human Development and Education for Specialized Research (JHDESR) Vo: 2, No: 3, 2016

20.Hair, J. F., Hult, G. T. M., Ringle, C., & Sarstedt, M. (2013b). A primer on
partial least squares structural equation modeling (PLS-SEM). California:
SAGE Publications, Incorporated.

21.Hall, P. (1984). The organization of American culture, 1700-1900: Private
institutions, elites, and the origins of American nationality: NYU Press.

22.Haller, S. (1995). Measuring service quality: the results of a longitudinal
study in further education. Managing service quality, 1, 13-27 .

23.Haron, S., Ahmad, N., & Planisek, S. L. (1994). Bank patronage factors of
Muslim and non-Muslim customers. International Journal of Bank
Marketing, 12(1), 32-40 .

24.Haywood-Farmer, J. (1988). A conceptual model of service quality.
International Journal of Operations & Production Management, 8(6), 19-29 .

25.Hofstede, G. (1983). The cultural relativity of organizational practices and
theories. Journal of International Business Studies, 75-89 .

26.Hofstede, G. (1984). Culture's consequences: International differences in
work-related values (Vol. 5): sage.

27.Hofstede, G. (1991). Organizations and cultures: Software of the mind. New
York: McGrawHill.

28.Hofstede, G. (2003). What is culture? A reply to Baskerville. Accounting,
Organizations and Society, 28(7), 811-813 .

29.Hofstede, G., & Hofstede, G. J. (2005). Cultures and organizations, software
of the mind, intercultural cooperation and its importance for survival.
Revised and expanded 2nd edition: New York: McGraw-Hill.

30.Hofstede, G., Hofstede, G. J., & Minkov, M. (1991). Cultures and
organizations: Software of the mind (Vol. 2): McGraw-Hill London.

31.Hofstede, G., Hofstede, G. J., & Minkov, M. (2010). Cultures and
Organizations: Software of the Mind (3 ed.). New York: McGraw-Hill. .




Journal of Human Development and Education for Specialized Research (JHDESR) Vo: 2, No: 3, 2016

32.Karahanna, E., Evaristo, J. R., & Srite, M. (2006). Levels of culture and
individual behaviour: An integrative perspective. In M. Hunter & F. Tan
(Eds.), Advanced Topics in Global Information Manageme (\Vol. 5).
London: Idea Group Publishing.

33.Khafafa, A. J., & Shafii, Z. (2013a). Customer Satisfaction and Islamic
Banking Awareness in the Islamic Banking Window System in Libya.
Middle-East Journal of Scientific Research, 13, 12-17 .

34.Khafafa, A. J., & Shafii, Z. (2013c). Measuring the Perceived Service
Quality and Customer Satisfaction in Islamic Bank Windows in Libya Based
on Structural Equation Modelling (SEM). Afro Eurasian Studies, 2(1&2),
56-71 .

35.Khalid, S., Mahmood, B., Abbas, M., & Hussain, S. (2011). Customer
satisfaction with service quality in conventional banking in Pakistan: The
case of Faisalabad. International Journal of Marketing Studies, 3(4), p165 .

36.Khan, M. M., & Fasih, M. (2014). Impact of Service Quality on Customer
Satisfaction and Customer Loyalty: Evidence from Banking Sector. Pakistan
Journal of Commerce and Social Sciences, 8(2), 331-354 .

37.Khashan, H., & Kreidie, L. (2001). The social and economic correlates of
Islamic religiosity. World Affairs, 164(2), 83-96 .

38.Khayyat, N. T., & Heshmati, A. (2012). Determinants of Mobile Phone
Customer Satisfaction in the Kurdistan Region of Iraq: Seoul National
University; Technology Management, Economics, and Policy Program
(TEMEP.(

39.Kheng, L. L., Mahamad, O., Ramayah, T., & Mosahab, R. (2010). The
impact of service quality on customer loyalty: a study of banks in Penang,
Malaysia. International Journal of Marketing Studies, 2(2), p57 .

40.Kilbourne, W. E., Duffy, J. A., Duffy, M., & Giarchi, G. (2004). The
applicability of SERVQUAL in cross-national measurements of health-care
quality. Journal of Services Marketing, 18(7), 524-533 .




Journal of Human Development and Education for Specialized Research (JHDESR) Vo: 2, No: 3, 2016

41.Kim, M.-K., Park, M.-C., & Jeong, D.-H. (2004). The effects of customer
satisfaction and switching barrier on customer loyalty in Korean mobile
telecommunication services. Telecommunications policy, 28(2), 145-159 .

42.Kongsompong, K., Green, R. T., & Patterson, P. G. (2009). Collectivism and
social influence in the buying decision: A four-country study of inter-and
intra-national differences. Australasian Marketing Journal (AMJ), 17(3),
142-149 .

43.Kotler, P., Armstrong, G., Saunders, J., & Wong, V. (2002). Priciples of
Marketing (3 ed.). London: Prentice - Hall.

44 Kotler, P., & Keller, K. L. (2009). Direccion de marketing: Pearson
educacion.

45.Lee, C. J. (2011). Understanding bank service quality in customers’ terms:
an exploratory analysis of top-of-mind definition. International Journal of
Business & Social Science, 2(21), 1-7 .

46.Luquis, R. R., Brelsford, G. M., & Rojas-Guyler, L. (2012). Religiosity,
spirituality, sexual attitudes, and sexual behaviors among college students.
Journal of religion and health, 51(3), 601-614 .

47.Malhotra, N., & Mukherjee, A. (2004). The relative influence of
organisational commitment and job satisfaction on service quality of
customer-contact employees in banking call centres. Journal of Services
Marketing, 18(3), 162-174 .

48.orientation: an exploratory study in Malaysia. Journal of American Academy
of Business, 9(1), 64-74 .

49.Muhamad, R. (2009). Religiosity, ethical judgments and Malaysian Muslim
students. Journal of Business Systems, Governance and Ethics, 4(1), 53-68 .

50.Naser, K., Jamal, A., & Al-Khatib, K. (1999). Islamic banking: a study of
customer satisfaction and preferences in Jordan. International Journal of
Bank Marketing, 17(3), 135-151 .




Journal of Human Development and Education for Specialized Research (JHDESR) Vo: 2, No: 3, 2016

51.0liver, R. L. (1980a). A cognitive model of the antecedents and
consequences of satisfaction decisions. Journal of Marketing Research, 460-
469 .

52.0liver, R. L. (2010). Satisfaction: A behavioral perspective on the
consumer: ME sharpe.

53.Palmer, A. (2008). Priciples of Service Marketing (5 ed.). London: The
McGraw-Hill Companies.

54.Parasuraman, A., Berry, L. L., & Zeithaml, V. A. (1991). Perceived service
quality as a customer-based performance measure: an empirical examination
of organizational barriers using an extended service quality model. Human
Resource Management, 30(3), 335-364 .

55.Parasuraman, A., Zeithaml, V., & Berry, L. (1988). SERVQUAL: A Multi-
Item Scale for Measuring Consumer Perceptions of Service Quality. Journal
of Retailing, 64(1 .

56.Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1985). A conceptual
model of service quality and its implications for future research. the Journal
of Marketing, 49(4), 41-50 .

57.Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1994). Reassessment of
expectations as a comparison standard in measuring service quality:
implications for further research. the Journal of Marketing, 58(1), 111-124 .

58.Rahaman, M. M., Abdullah, M., & Rahman, A. (2011). Measuring service
quality using SERVQUAL model: a study on PCBs (private commercial
banks) in Bangladesh. Business Management Dynamics, 1(1), 1-11 .

59.Ramayah, T., Lee, J. W. C., & In, J. B. C. (2011). Network collaboration and
performance in the tourism sector. Service Business, 5(4), 411-428 .

60.Rehman, A.-u.-., & Shabbir, M. S. (2010). The relationship between
religiosity and new product

61.Saeed, R., Igbal, A., Lodhi, R. N., Sami, A., & Riaz, A. (2014). Impact of
Service Quality on Customer Loyalty in Islamic Banking Sector of Pakistan:




Journal of Human Development and Education for Specialized Research (JHDESR) Vo: 2, No: 3, 2016

A Mediating Role of Customer Satisfaction. J. Basic. Appl. Sci. Res, 4(2),
135-143.

62.Saha, A., Hasan, K., & Uddin, M. (2015). A Conceptual Framework for
Understanding Customer Satisfaction in Banking Sector: The Mediating
Influence of Service Quality and Organisational Oath. American Journal Of
Trade And Policy, 1(3), 39-48 .

63.Sekaran, U. (2003). Research Methods for Business: A Skill Building
Approach. Singapor: John Wiley & Sons.

64.Sekaran, U. (2006). Research methods for business. USA: John Wiley
publishers.

65.Sekaran, U., & Bougie, R. (2010). Research methods for business: A skill
building approach (5th ed.). United Kingdom: John Wiley & Sons.

66.Sharma, P. (2010). Measuring personal cultural orientations: scale
development and validation. Journal of the Academy of Marketing Science,
38(6), 787-806 .

67.Shukor, S. A., & Jamal, A. (2013a). Developing Scales for Measuring
Religiosity in the Context of Consumer Research. Middle-East Journal of
Scientific Research (Research in Contemporary Islamic Finance and Wealth
Management), 13, 69-74 .

68.Sui Pheng, L., & Yuquan, S. (2002). An exploratory study of Hofstede's
cross-cultural dimensions in construction projects. Management Decision,
40(1), 7-16 .

69.Triandis, H. C. (2001). Individualism-collectivism and personality. Journal
of personality, 69(6), 907-924 .

70.Twati, J. M. (2006). Societal and organisational culture and the adoption of
management information systems in Arab countries: Griffith University.

71.Usmani, M. I. A., & Ansari, J. A. (2010). Meezan Bank’s Guide to Islamic
Banking. RESEARCH JOURNAL of THE INSTITUTE OF BUSINESS
ADMINISTRATION KARACHI-PAKISTAN, 5(1), 171 .




Journal of Human Development and Education for Specialized Research (JHDESR) Vo: 2, No: 3, 2016

72.Vandewalle, D. (2012). A history of modern Libya: Cambridge University
Press.

73.Vitell, S. J., & Paolillo, J. G. (2003). Consumer ethics: The role of
religiosity. Journal of business ethics, 46(2), 151-162 .

74.Waemusor, A. (2010a). The Relationship Between Perceived Islamic Bank
Corporate Social Responsibility Based Customer Service and Customer
Satisfaction: The Role Of Religiosity As A Moderator. USM

75.Waemusor, A. (2010Db). The relationship between perceived Islamic banks
corporate social responsibility based customer service and customer
satisfaction: the role of religiosity as a moderator

76.Wilson, A., Zeithaml, V. A., Bitner, M. J., & Gremler, D. D. (2012).
Services marketing: Integrating customer focus across the firm: McGraw
Hill.

77.Wilson, B. (2010). Using PLS to investigate interaction effects between
higher order branding constructs. In V. E. Vinzi, W. W. Chin, J. Henseler &
H. Wang (Eds.), Handbook of partial least squares: concepts, methods and
applications (pp. 621-652). Heidelberg: Springer

78.Wilton, P., & Nicosia, F. M. (1986). Emerging paradigms for the study of
consumer satisfaction. European Research, 14(1), 4-11 .

79.Winsted, K. F. (1997). The service experience in two cultures: A behavioral
perspective. Journal of Retailing, 73(3), 337-360 .

80.Woodruff, R. B., Cadotte, E. R., & Jenkins, R. L. (1983). Modeling
consumer satisfaction processes using experience-based norms. Journal of
marketing research, 20(3), 296-304 .

81.Yen, L. T. H. (2014). The Relationship between Online Service Quality and
Customer Satisfaction: A Case Study in Saigon Hanoi Joint Stock
Commercial Bank., 1-91 .




Journal of Human Development and Education for Specialized Research (JHDESR) Vo: 2, No: 3, 2016

82.Yeung, M. C., Ging, L. C., & Ennew, C. T. (2002). Customer satisfaction
and profitability: A reappraisal of the nature of the relationship. Journal of
Targeting, Measurement and Analysis for Marketing, 11(1), 24-33 ..

83.Y1, Y., & Zeithaml, V. A. (1990). A critical review of consumer satisfaction.
Review of marketing, 4(1), 68-123 .

84.Y00, B., & Donthu, N. (2002). The effects of marketing education and
individual cultural values on marketing ethics of students. Journal of
Marketing Education, 24(2), 92-103 .

85.Yousef, D. A. (2001). Islamic work ethic—A moderator between
organizational commitment and job satisfaction in a cross-cultural context.
Personnel Review, 30(2), 152-169 .

86.Zeithaml, V. A., Berry, L. L., & Parasuraman, A. (1988). Communication
and control processes in the delivery of service quality. the Journal of
Marketing, 52(2), 35-48 .

87.Zeithaml, V. A., Bitner, M. J., & Gremler, D. D. (2006). Services marketing:
Integrating customer focus across the firm. Singapore: McGraw-Hill.

88.Zeithaml, V. A., Bitner, M. J., & Gremler, D. D. (2009). Services Marketing.
New York: McGraw-Hill.

89.Zinkhan, G. M., & Prenshaw, P. J. (1994). Good life images and brand name
associations: Evidence from Asia, America, and Europe. Advances in
consumer research, 21, 496-496 .




