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The degree of commitment of commercial
banks in Jordan to social responsibility
according to the standards of quality of

banking services

Abstract

The research aimed to measure the degree of adoption of the concept
of social responsibility in commercial banks in Jordan, and to measure the
degree of achieving the standards of banking services quality
(responsiveness, compliance, reliability, assurance, empathy, tangibility) in
commercial banks in Jordan, and to identify the impact of adopting the
concept of social responsibility in achieving the standards of banking
services quality in commercial banks in Jordan. The research relied on the
descriptive analytical approach. To achieve the research objectives, the
simple random sample method was adopted in drawing, and a sample of
customers in commercial banks was drawn from the original community,
amounting to (97) individuals from customers benefiting from the services
of the Arab Bank, the Jordan Kuwait Bank, and the Kuwait Islamic Bank,
and the social responsibility questionnaire and the questionnaire of
banking services quality standards were applied to them. Among the most
important results of the research: The degree of practicing social
responsibility in commercial banks in Jordan from the point of view of
customers was high on the total score of the questionnaire, as the

arithmetic mean value was (4.08). The level of commitment to the
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standards of banking services quality in private commercial banks in
Jordan from the point of view of customers was high on the total score of
the questionnaire, as the arithmetic mean value was (3.55). There is a
statistically significant moral effect of the application of social responsibility
by commercial banks in improving the achievement of service quality
standards in commercial banks in Jordan under study. There is a
statistically significant moral effect of the application of the societal
dimension, the environmental dimension, the educational dimension, and
the economic dimension in achieving service quality standards in
commercial banks in Jordan. Among the most important recommendations
of the research: Commercial banks should continue to provide what they
are required to do in terms of corporate social responsibility work in
society and to put these works clearly in front of customers and members
of society. This ensures an increase in strengthening customer loyalty in a
good way among individuals around banks, and their achievement of

banking service quality standards.

Keywords: Commercial banks, social responsibility, banking services quality

standards, Arab Bank, Jordan Kuwait Bank, Kuwait Islamic Bank.
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