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The Role of Organizational Commitment in Banking
Service Quality

(A Field Study in Private Commercial Banks Operating in
Latakia City)

Hyder Mahmoud Tfaha
Master of Business Administration - latakia University
Abstract

This study aimed to determine the role of organizational commitment
(affective, continuous, and normative) in the quality of banking services at
private commercial banks operating in Latakia. The researcher used a
questionnaire as the data collection tool, distributing it to 172 employees of the
banks under study. Of these, 124 questionnaires were returned, validated, and
analyzed. The researcher employed a descriptive-analytical approach. The
results showed that the level of affective commitment was moderate, while
continuous and normative commitment were high. The quality of banking
services was also found to be very high. Multiple regression analysis using the
stepwise method revealed a significant and positive effect of both normative
and continuous commitment on the quality of banking services. Affective
commitment, however, did not show a significant effect when the other two
variables were present and was therefore excluded from the final regression
model. The final model explained 83.1% of the variations in the quality of
banking services. The study also found a strong positive relationship between
organizational commitment (in its normative and continuous dimensions) and
the quality of banking services, which confirms the main hypothesis of the
study, while the sub-hypothesis of emotional commitment was rejected
because no significant effect appeared in the final regression model.

Keywords: Organizational commitment, banking service quality, private
:da28a —1.commercial banks in Latakia City
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&5 ¢(4.2742) Lausiay "Ralal) die e Sleall sacluse ) 050l Glasdl of )i & ¢(4.2823)
((4.2258) daussies "agililun s e Daall iy Ay o Jadlas Ll Ly iy Capadll of o)
Lo siey "y agilalin) agil ¢dlaall GlSa agudtl my o (50l Guilisal o sel
¢(4.1532) Jaussiay "A88 byseamy s Denll 4y 2ey Lo 245 a3l Capad) of o) & ¢(4.1774)
stiel &5 ¢(4.1210) husia il 05 leie pdsie s LS axE Adpad) cladd) of )i &
&5 ¢(4.0565) dansias "OSRY) 8 cUadVl (e it Adle iy M8 Ldyad) GlelaY)
O @l & ¢(3.9355) Laussiay "atlend a8 Eigaal) dgEll skl (Slyy Cayad) of o)
Cipaad) o Jaa¥T 1515 ¢(3.9032) Joussiay "alaxial) Jguy Cutn Cipemall i 5SIY) 54l
o3 ) atys +(3.9032) hassier "daee S Clalinl g aulit Lpads Alalee apiy Kgy
Colally (laty L Aald clgipn oS i lae (s Ll W) (30 B e e la i laal
clodll adill (anadily )

ALLEN 325all plae (335 43Ledd i 8 Cipemall Gadi (aSay Dliee Ddise 3y 138 (6 calal
iy il gall dyigall 3o LSl (apanaill clhagail) ¢ pelaall) Ausgaldl) uilsall b dals
Jie) Ll lasaa (8 Leamys 8l Aapall aia hilie poaws d5ay Ol ol pay gyl
¢y A cailad) (8 Gpaatll (i dsas () ey ot Gapadilly (35 SSIY) adsal)
saa e diee S claliia) (38 clardll anais b Gl
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b)) LA tlag))
waail Gllyy Stepwise ddplay axeiddl Hlas¥) Jlad aladid 23 il Glacajd ladly
end) 53 (3 (bl AlEINT ¢ paianall pIENY ¢ alalall AlEN) oalagly adamil QN 0
ehal JB V) st (g b (e Giail @3 285 SPSS 27 malin aladinly clldy i jeadll

t V) sl e elldy (Jylal

plasinly Al Luhal) Sy O ok 7 153) 25mg e (pe ST 2 el o) gl
: Y Usaall (385 i) culSVIF 5 Tolerance <l

(Aditinall) Aualpall i o AN g 1505¥) LGRS £(9) ady Jsaad

VIF Tolerance Byl Joial yiall
1.984 0.504 ml (sahlall Al
2.671 0.374 m2 il ol
2.671 0.374 m3 @laall S5

SPSS 27 galiy aladiuly Alaaal) Jalail) gilii @ jaaall
10 e Ji VIF 285 0.20 e ST <l Tolerance ad of (9) ) Jsaall (g gl
b G55l (Say JUllys Al @byl G o o) ASde dgag aae () gl Les
eyl Jadas
Shapiro- las) alasiuly sl apdall aysill (e ST 5 2 Bloall asdall ayjedl) L)
t V) Jsanll oy il cal<s (Wilk

Aol Ay bl il LA :(10) a8y Jgaad)

Shapiro-Wilk

Sig df Statistic

0.199 124 0.985 s
SPSS 27 gealis alidialy byl Jaladll guilli @ juaal
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O Iy Lae ((0.05) AV s o ST SiQ dad o (10) &) Jsanll (e oy

bl e lal ad a il 5gal Ta g Lo Lo Al clpaiall Ja0) o5 rasiall Jasdy) Judad ailss
L) By o dsad ek
aaial) Jlaad¥) zigadl padle :(11) ad; Jgand)

Model Summary®

. Std. Error Change Statistics
R Adjusted -
Model| R of the R Square F Sig. F
Square | R Square . dfl | df2
Estimate Change | Change Change
1 ].890a| .791 .790 .25235 791 462414 | 1 |122| .000
2 |.912b| .831 .828 .22786 .040 28.639 | 1 |121| .000

a. Predictors: (Constant), m3

b. Predictors: (Constant), m3, m2

c. Dependent Variable: me
SPSS 27 galiy aladialy Slaay) Jaladl) milis : jaal)

sl G e (ML —M2) o SIS iy 3 S 35l of (11) o8y Jsnl) oo sy
cgobrall Wt 5l) 385 ¢ R2 il Ay (R LLiV1 58 Cam (e JsY) 3l o Juadl
sayms ool ardatill AN o AR i) a1 ga D Zhgal) of Sl (Say Il

JaaiY g dlall bl Jalas 1(12) aby Jgand) b pead) deadl)
ANOVAa
Model Sum of Squares | df | Mean Square F Sig.
Regression 29.446 1 29.446 462.414 | .000b
1 | Residual 7.769 122 .064
Total 37.215 123
Regression 30.933 2 15.467 297.906 | .000c
2 | Residual 6.282 121 .052
Total 37.215 123
a. Dependent Variable: me
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b. Predictors: (Constant), m3

c. Predictors: (Constant), m3, m2

SPSS 27 galiy aladiuly Alasy) Jaladl) gl @ jaaal)
Sy I Guadeatll NS o ) e cplil Qs i of (12) &) dsaad) (e ey
it e 408 Eum e Judl B 2 3sail oY) 0001 AN (g5t die Lilas) lsias
e gppiia alasin) o 5 13 pudall e cplall Juliy alill sl (St ol
sagmy 5l e iy 48y ST Lplast) Tadgat ey e (aisall S5N15 (glimall Gl5INI)
AplaniV) AL Gl (Say g i glmal) AlEN) aladiuly Ajlie ddjead) deadl)

syl
DY) cBlalaa 1(13) Al Jgaad
Coefficients?
Unstandardized Standardized Collinearity
Model Coefficients Coefficients T | Sig. Statistics
B Std. Error Beta Tolerance | VIF
! (Constant) | 1.051 149 7.052 |.000
m3 .901 .042 .890 21.504|.000| 1.000 1.000
(Constant) | -548- | .328 ~|.097
. 1.672-
m3 .640 .062 .631 10.339 | .000 374 2.671
m2 .632 118 327 5.352 |.000 .374 2.671

a. Dependent Variable: me

SPSS 27 gualin aladialy Alaay) Juladl) gilsl @ jaall
@l AlEN) o ey (Stepwise Ay alasiuly el jlaad¥) Jiad s e Gy

e el e alpas Qi olldy cgpadl Lodll 5o 8 Ll <Y juid) s (m3)
(Sl z3sall 8 (10.339) t s ded Jlefy (Beta = 0.631) (bl Jlaaiy) Jaladl
Al Ayl 3 (M2) eisd) &1 sl o chrial) Aty 43)le (gl 0)8l 58 S5 Laa
3sas ) el e (Beta = 0.327) 4l lenall JlaadV) Jalas iy am o il Cum
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O Y ey e Stepwise diph aladiul Sl z3sall e (ML) abledl Q5N o
D Al Ay (AT il dgag ie ilian] (gyine e Apad) Zardll 3 b oyl
8aga 5utill Lgaladiid (Sa A giie jlasi) Alalee o Jilatil) gl a8y Sleil) laadV) 2 dga

fts ¢ inally (glamall AEN) 4 o bl 48 padll deaal)

me = -0.548 +0.640 (cs)luxal) H5NI) + 0.632 (Leinsall H5Y)

@bl AN e il Al S5V zasalll il Ll copmdsatll G A5)lad) e
AN Aila) aey BN z3saill 3 Laiy (Beta = 0.890) (gylimall Jlaad¥) Jalee gy cdai
Ay el AN 6 jelas (Beta = 0.631) I bl a1 alra (i) ¢ jaisdll
gyl Laadd) sasa i 8 OIS oyl S G ) ey il 1y o(Beta = 0.327)
O btz sms pte e BRI 5 s L Legiy 3B FSY) Jly (gyled) HEND T Y)
asoall pam il lly (2.671) VIF 5 (0.374) Tolerance ad JA (e Galdivsall (43 posial)
Gl oS Ml il Ladl o Legihili 8 JAIS dsay ae e Les Alsil
AN G A s 8 lgie daliied) pSl) e aldeYls syhal sty cdlelaa
Ayl Laadll sagag salaly el

Al Cilaida b il

B (b (asll) Akl AT (gsina y5n aag) (oY) Aol sl jlial dag L]
diph b zisall e il 13 Gida S (Ruball Jae Caliadll 3 Ayl Lol
daadll Basa Al geime EL agmg aae ) el Les (Stepwise agall laaiyl
(sl Ao il A Al Abnal) Zpua il by o g AT Gapiiall 35a die A peadll
dexdll sasa A Gl QU (goina 50 3sas p2e o pall A aaall dpiajh Jods
AEDU dae 8 Aleladl Aualad) dplaill Cojladll & 4 eadl)
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Aaadll sasa A (D) AN T (gsina H50 aag) Anl Lpe il Al lial dam L2
Sig 5 T =5.352 4ad; Beta = 0.327 dad caly 1(Auhyall Jaw cajliadl A 4 padll
iy A yeaad) dexdll 335a 8 sl AlEDU (goina 86 dgas ) ud Les <= 0.000
05 3y o gt (Al Al duda )l Jody (Al Ao jdll A jill adell dpa § (b o
b Alelall dalal) dylall Cojladl) 3 Gyl daddll sagn A eiesad) HEDU (g5ine
LSO A

saga & (DIAY)) lemall AlENI 1 gsina 50 2ng) ZAEN Lol dumdll Hlga) dags .3
T =10.339 4ud, Beta = 0.631 4 cualy (ol Jae cojleadll 8 4 jadl daxdl)
o A @bl AU (gsiea 5L 2sm ) ud e <Sig = 0.000 dflas) ANy
Al dpa bl Jsdy A A @l dpca jill paell dpia i (b oy llyy A paall dandll
Cojbaall B Gdjaa) darsll sasa (A (glxall AlEDU (g5ina H0 35a o pai (A
AEDU Aae 8 Al dualad) 4yl

dgdpaall aril) sasa B anlaril) BN D ggina 50 2a) Apend)l) o BN JLSA) Aaii 4
Dinsally (gylrall cpamdl o Loy 1(AEDU) dae 3 Alelel) dalad) dylatl) Cojladl b

Cpmafi )l Apmpill aaall Ty jh by oy 4 byl Lendll Bagn (B (sine Ll Legd
Aexdll Basa (A kil AEDU (ggima 50 sy Ao pat () ALl dpa @l Jods
G At b Al Zalal Alatl Cojlead) 8 ddyeadl

s &iluagilly giliil) -13

e dalail' 5)lie el cilS g daugia Gy e cilian (uedll @3l)le arans o(%57.26)
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"Copaall Guead) o) o camy iy el 5¢(3.2258) " DAl e dae g JaT Cajeas )
oy Las ¢(3.3387) "ilaall Ble iy el s Copaall b Jeall' 5 (3.2339)
e Adad) Ganad Jaall (& haidl A8AY) adlsal) o Y

s Ao e e (7)5 s 5pS A e @l (10) s 35, ((%84.41)
Losias "ilay) dige Bpm Sy Cipadl ilige selae o o Bl el culs,
a2y aigd 5 a3 Jgs Cuna 355Ky @l Uyl Labal calS Ly (4.6371)
uladl (& Gpeaill s asmg () ad Les clagia JS1(3.9032) daws siny "dpadi dlalas
coaiil) Ganadily )

058 das Y sl AL el B d Jodly Al Faca il iy w3 J5Y) Ao il Al 1
b Alalall Lalal) Aglal) Cojliad) 8 Ayl deadll sasa 8 ikledl QDU (gsina
LA dyae
Gsina 3 ap AN AL il oy pall Bap iy o3 BN el Aacajdl) L2
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obaall b Janll i dpmsiad Y asm 38 L sas ibalad) AlEDU 30 3a s pae Y
) ek o 4y el

dayd) V) Agpall B il AN ela Cun AN adamil BN ol sgie cpliy .2
) el 8 (Uasie Aa)d) lalad) & o(3S Aap) DAY 4l (S
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