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The role of customer knowledge in improving the

guality of customer service
(Field study on the banks listed on the Damascus Stock Exchange)
Nayroz M Hasan® ** Dr. Said A Isber)
Dr. Deema Makhous'?

ABSTRACT

This study aimed to determine the role of customer knowledge in
improving customer service in banks listed on the Damascus Private
Stock Exchange, by demonstrating the role of customer knowledge in
improving customer service quality dimensions, which include
(tangibility dimension, reliability dimension, response dimension, safety
dimension, empathy dimension ), and the researcher relied on the
descriptive approach, and distributed the questionnaire to 215 clients of
the banks under study, and then a field study was conducted in order to
demonstrate this relationship. Then the researcher presented a summary
of the most important results that were reached, where the main and most
important result was that knowing customer patterns and their perception
by the bank facilitates its mission in knowing and understanding its
customers, and studying their needs and expectations in order to translate
them into the characteristics of the service that the customer requests, and
that the customer's experience is a source It is an essential source of
private knowledge in the bank, then some recommendations were
presented to improve the relationship, the most important of which are:
Bank managers must realize the power of analytical customer knowledge
management and the strategic importance of gaining customer

§ PhD student in the Department of Business Administration, Faculty of Economics, Tishreen
University

** Assistant Professor in the Department of Business Administration, Faculty of Economics,
Tishreen University

T Lecturer in the Department of Business Administration, Faculty of Economics, Tishreen
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knowledge, which will support the development of new services
compared to competitors, and this is done through interaction with
Customers and the constant endeavor to know their desires and needs and
work to satisfy them.

Keywords: customer knowledge; tangible dimension; The
dependability dimension; response dimension; safety dimension;
the empathy dimension; customers service.
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(214 = <2005 «g<4l) (Shaikh and Rabbani,2005, p: 95)
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oo Adlle Aapus dlgde alae¥) Sy IS5 g 2oy Al deadd) glol e daasl)
s o deadl) adie 5y ) i dplaey) o (Lovelock) suals L4da
-(Lovelock, 1996, p 465) .culis 48y slaic by daxdl) aniiy o)5iM1g

<=5 Ayl 5l (Lovelock) sy :(Responsiveness) ddaiad) s -3
Aail g« aghlusiinls i) il e 31l ablaiod A juy daddl) a3ia 38

A A il IS8 Aeadl) adie dlaxiuly Aaeys 58 sae a3 Gleaddl Jlae
.(Lovelock, 1996, p 465) .l agalial vie (pudiuadl deaal)

by il i o cpaldll Gileglee 40 aaily :(Safety) old) i 4
20 deasl) Jlae & glaall & (Shaikh) 83y .48 UK ¢ Dlead) dlif 2ls) e
cagi)de s agDlagey AEs cdaliiall oS5 Aerdll ediey oDenl 38 slacl e
(215 (= <2005 <4l (Shaikh and Rabbani,2005:p 115)

dabiiall 3 palelall sldia) el s Jedy ((Empathy) ciblbedl) s 5
o Aadaidll Jae el LaeDlas coDlenll clalal gagiis luadis Laldial ¢daall,
ey Jaeally Aliall A3 ) e alalaill Gl (S) o e Dhanll il
Al dnlw) @yl Ll dols ol o daally alSliag aldia¥ly pala JS5
slagly LUy (lSally Gloill Cua (e Aadall 855 s2e o aeall 138 Jadiyg
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SEYI el sa daadll sasa of Wl aag @y e sdle, (Tit, 2015)
ceDeal) dijral AT Jale (sl 25560 ¢ Dlanlly Laliiadl) dyaal

Sl sale) Whgs deadl) sasas ey Lad o Dlaall A5lod) placill JS&8 Cua
Sa Y ASE) Leadi A Aaxdll Baga o) eDlaad) e 1) e Dlaall el Balely
(Loyyl Llaa¥) Jde Ul jigi 88 Uiy 3yl sale) Llgiy juad 28 ¢ el b
4y of (Chua et al,2016) X5 & Kumar, 2018) ( Ryu & Lee ,2017)
ol Leguany olag) JS& Gladipe deaddl Basa 56 Slanl)

« (Kotler & Armstrong ,2010) 5 «(Kotler, 1999) (e JS s
IS8 sl & tiligine dayl o el Ajre Slginal ol (6 O oS
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leald e clilall gend S LAY e @l cadie) sAad) 31 1Yl
Gl pen A Aalll culd 8y (il e Al e a3 ae Lpaddl) DU
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Case Processing SummarysUiiually Jalail) b Aa)a) cflal) 3o (1) Jgaad)
N %
Valid Y.o 100.0
Cases Excluded 0 .0
Total Y.o 100.0

Yo laal SPSS galiy aladialy Slasy) Juadl) gl : jsaall
0.752 sty 4880 # Ly < Wl culil) Jalee il dad G (Y) oaall jeday LS
Cadal el Wy S iy aias Ghladl guean o) o 135 <046 e ST 2

Ble 4
Alau) e gaal £ g S W dalaa (Y) Jgaal
Cronbach's Alpha N of Items
JTex 02

Yo laal SPSS galiy aladialy Slasy) Juadl) gl : jsaall
LAl Jalae Cluay Bl cals X s3aa o 38 Auhl) clpiie ald Jalaa
P YIS il culSy baa e JS Al clysial #Lig S Wl
8 Aeatinual)l llall & Lig Sl Jales dad o (3) Jsandl DA (e @alil 225
Jsde i o Ju 135 0.6 0 ST lgmsan CulS 32a o uiie JS (b
fad il Cua t@blal) e Hle A Gadal el Yy Auhall LSy il
cialys 10628 sMenll Aiyra ypiie el & Aediiiall bl Flig S W Jalee
0.675 enll Gand 5a5a alagl aal GlaY) 2 5Lig € 4o
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Yo Jlaa) SPSS galiy aladiuly Slasy) Jdadl) il : juaal
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abuadl jLad)

Ayeal elliy BLawy) e e sle JS dia sl clibany) Gl Lall) culd
e hugie G G (£) Jsaadl DA e (5 Cas Al ) illa) Jasie
Lassie o J say ccablaill b Guly Glally 2.67 sa duedl ol cillsy
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séuandl dalad) i) dua il

sl dasd pualy edland) Adjaa (pn Aggine ADIe 25 Y tHO amll Lk
Al 3L Bead e B Aaaall jladll b

sMard) dadd Cpuady s3lanll A (o dpsina ABe 2ag tHT Alad) dpcadl)
Al GhsU Bded o B Al Cijladl) B

335 L ciludajb lgda £l

B CGaandy sSand) A G Agina ABNe dagi Y oi AN Aedl) k)il
e o B Aapiall Cijlaaddl B edleal) dadd Basy dlayl aals Laugaldl
Al e

WD Gy bl dalae Clusy Ealdl culi AN desdll Lpadl) LadYy

A galal) dri g o henl) A8 jra Cp (g g B ) Jalaa (0) Jgaad)
edand) ddjra | dsmgalall axd

Pearson Correlation | 1 YARM

sdanll da | Sjg. (2-tailed) .000
N 205 205
Pearson Correlation | .7Y Y™ 1

Luugalal) 23] Sjg. (2-tailed) .000
N 205 205

Yo Jlaal SPSS gabiy aladialy dlasy) Jad) il : sl

Jalee G (0) Jsaall DA (e Biald) aa 1 J6¥) Aol Al Lid) Ao
el e (g by 2 bl e du sy 0732 &1l Gsepn BLEY)
¢0.535 yaaill Jalee il LS o Dlanll dadd 53sa aladl 2a{S s galall and st
oo o Dbanll A pe iyl ol A salall 2 iy e %53.5 G e Oy s
Jldia) dad o Lazy tAamsalddl aadg odaal) ddjaa ( Ausine ADe Gllia G Jin

1539 a2 o all LI anl) e (@b Al Gl «(Sig = 0.000) ANl
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dadd 3aga alayd aals dicigalall 2l Cpwady Ml ddpa o dgina didle
ggina A agags Jo8 s ALa) A il Juitg ¢eManl)
) Cpeady sdlaad) ddpaa G Agina ABMe aagd Y AGEN de,dl) A il

Bhad G B Al Gijlaal) B edleal) dasd Baga e aals Lalaey)
Agdlal) 555

WD oy bl dalee Cluay Balll culd 4500 depdl) dpdajdl) LEaYy
toli L (1) dsandl masy s cdalaie V) aeh sy o Maall djaa

Aoy dad g paad) 48 ra (i (g L) Jalza (1) Jgaad)
edand) ddjaa | Aalaie ¥t a

Pearson Correlation | 1 702"

sMaad) 4 s | Sig. (2-tailed) .000
N 205 205
Pearson Correlation | .702™ 1

Lalaey) mi| Sig. (2-tailed) .000
N 205 205

Yo laal SPSS galiy aladialy Shasy) Jalasl) guilii : jsadll
Jalae & (1) Jsanll DA e Lalil ann 406N Ll Ludydl) JLad) 4o
saad) dpe Gn ks s Bl e dy 55 0.702 &l Goupm LY
il Jelee ali LS eDleall daxd 3sa dled aalS dlae¥) s i
e il i dpalaeY) 2 @has g0 %49.2 G e Jay sas 0492
O Lass ¢Alie ) andy o Manll ddyra (pn Aysine ADle Gl O iy Lae ceDlanll
o pali Al axml) dudajh (b Aald) G ((Sig = 0.000) AVl Jlia) das
Baga Mlal aals Aalaie¥) s Cpaady sdlaal) Apa G Lygina A 3509 aie

Aggina ABe agag Joli AN AL Akl Qg cedleal) dadd
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ety s laadl iaJu Cod 3\4:3“ idNe as Y A A Al Al

Bl Gaw b Aasadl ijlaadl B oedleal) dadd Saga e aals dlaaay)
Agdlal) 5l 55

WDl gy bl dalee Clusy Tald) culd A3 depdl) dudajdl) LEaYy
teh Lo (V) dsaad) mmsy Cus Aainl) day Gauaty e Dlaall ddjaae o

Al aig pohaad) A e G (g g L) Jalaa (V) Jaadl
eoand) dbjra | Alaiuy) ae)
Pearson Correlation 1 .705™
#danl) 40 Sig. (2-tailed) .000
N 205 205
Pearson Correlation .705™ 1
Loty Sig. (2-tailed) .000
N 205 205

Yo laal SPSS galiy aladialy Slasy) Jalasl) guilii : jsadll
alee G (V) dsaall DA (e Tiall) 2o A Lol L dl) Lsd) Ao
el Adpee (b aa Bl e du sy 0.705 &l senn BLEY)
0.497 yaaall Jalae il LS o Denll G 53sa aladl 2alS Llainl) aed Gauasy

Jlia) dad o) Layy ¢Ailaiu] andy o Dlenll dijra (g Aysies ADle b Gl iny
1529 pte o gali Al sl Apad (abs Ll Gl ((Sig = 0.000) Ayl
dard Baga alal aals laiad) e cpeady sdand) ddpa G dgiea A

Aggine ABMS agagr il Al Al duda)dll Sy ¢sDand
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Gha¥) drd g sdhead) 4 jra (o (g BN Jalra (A) Jgaad)
eMant) ddpa | L) a2l
Pearson Correlation 1 713™
s3anl) 4820 Sig. (2-tailed) .000
N 205 205
Pearson Correlation 713" 1
L) Sig. (2-tailed) .000
N 205 205

¥+ Jlaa) SPSS galin aladialy Alasy) Juadl) gl @ jaal)
Jelea G (A) dsoadl DA (e Lall) 223 :Aag)l) Aejdl) Lua il L) Ao
el e (b 2 Bl e du sy 0.713 &l supn BLEY)
0.508 yanil) Jales iy LS coDaall Ao 3a9n bl 2al€ LYY and (s
Lo ceDland) ddyra iyl aii QY1 20 b g %50.8 & e Jy s
Juial dad o Lags ¢0leY) axbs eDland) diyra G dysies ADle olla G i
1929 a o all A sl Ll (s Aald) Gl ((Sig = 0.000) ayal
¢oManll dadd Baga lagl aals LY a0 ety eManl) A (n dugins ABS
Aggine A 3520 Jol A ALa) Apadll i
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Al g5

DL gy haliy) Jalee luay Dalldl Cuald dwaldd) de i) Loda il LadYy
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Cilalal) s
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Sig. (2-tailed) .000
N 205 205
Pearson Correlation 741" 1
ciklail) 2 Sig. (2-tailed) .000
N 205 205

Yo laal SPSS gabiy aladialy Shasy) Juladl) gl : jsaall
Jalae G (3) Jsandl DA (e Dl 2a0 :dasaldld) Lodl) L pdl) Lad) 4o
$anll Ayra n by w b)) o dy s 0.741 &l Ggupn LliyY)
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s o Dlarl) Adpee cibral wi calaladll 22) s e %54.9 G e Dy sag
Juial dad o Loy tcablaill eiy o Dendl Aipra on dysies ADle la (i
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Al 3 el (Bom B Aajaall Cijladll
Op Bl Gewm bl delie Glaay ald) culd duwi)l) Lpajdll LEaN
tsh Lo (00) Jsaad) magy Cam o Dlandl dedd Gy o Dlasll 3 e

g 3ard) dadd g s 3land) 4d ma (G gy B ) Jalaa () 1) Jgaad)
#danl) 4820 eNanll daad
Pearson Correlation 1 726"
s deanl) 48 e Sig. (2-tailed) .000
N 205 205
Pearson Correlation 726" 1
sdeanl) dari Sig. (2-tailed) .000
N 205 205
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