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ABSTRACT

The Impact Of Competitive Intelligence On Service Quality

In The Jordanian Islamic Banks.
Prepared by:
Ahmed Salem Falah Al Faleh
Supervised by:
Prof.Phd. Neameh AbassAl_Khafaji

The study aimed to identify the impact of competitive intelligence in its
dimensions (planning, concentration, data collection, analysis and Publishing)
on the quality of service in its dimensions (reliability, credibility, communication,
responsiveness, safety and tangibility). The study adopted the descriptive,
analytical and theoretical approach and viewed the previous theoretical and
field research studies. In order to achieve the objectives of the study and
collect preliminary data from the study society, which is represented by the
three Jordanian banks in Amman, the banks developed a questionnaire
distributed to 77 individuals in Islamic Jordanian banks In order to analyze the
responses of the study sample, the statistical analysis methods of mean
averages and standard deviations were used to answer the study questions,
and the simple and multiple linear regression test to test the study hypotheses
The results of the level of application of the dimensions of competitive
intelligence showed that the planning and concentration dimension ranked first
with a high level, and the collecting information dimension was in the fourth
and final level with a high degree of varying.

The results of the level of application of quality of service also showed that the
dimension of (safety) ranked first with high degree while the response speed
dimension less dimensional approval, the results of the main study hypothesis

showed a statistically significant effect at the significance level



((xS0.0S) for competitive intelligence (planning, concentration, data collection,
analysis and Publishing) on the quality of service in Jordanian Islamic banks in
their dimensions (reliability, communication, responsiveness, safety and
tangibility) the impact of the dimension (data collection and Publishing) on
quality of service was insignificant. The results of the sub—hypotheses test
showed that the collection of the information dimension, have no significant
effect on the quality of service in the Jordanian Islamic banks, but

The rest of the dimensions of competitive intelligence have had a positive
impact.

The study recommended encouraging the Jordanian Islamic banks to
modernize techniques that can be used to determine their competitive position
against competitors from other commercial banks before starting collecting
information. Because data collection dimension was less positive and
influential in the application of competitive intelligence. And by increasing the
interest by the managers in Jordanian Islamic banks to strengths and
weaknesses points of the levels of customer satisfaction and comparison with
competitors in the commercial banks with continuously work to strengthen the
cooperation of all business units in the bank for the purpose to benefit from the
information electronically, to improve the quality level of provided and expected
service.

Keywords: Competitive Intelligence, Quality of Service, Jordanian Islamic

Banks.



