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Abstract:

Title: DETERMINING FACTORS INFLUENCING CUSTOMER SWITCHING
BEHAVIOR IN BANKING SECTOR OF SYRIA.

By: Adib Yousef Sultanah

The increased number of working banks in the Syrian banking sector has led to increased
the competition between them and multiplicity of options available to customers. Along
with the importance of attracting and gaining new customers, the importance of retain
existing customers increased because the great benefits that return to the bank. The
customer switching behavior is one of new concepts where there are a limited number of

studies and research on this subject, which focused in the banking sector.

This study aims to examine factors influencing the customer switching behavior in the
Syrian banking sector, as this is the first study of its kind in the Syrian Arab Republic. This
study will help the departments of banks to understand the factors that drive customers to
switch their banks to another and develop strategies that help reducing the proportion of

the switching they have.

This study examined "81" of banks clients in Damascus Governorate and concluded that
there are four major factors affecting the switching behavior among customers in the Syrian
banking sector. As it prove the existence of this effect between “Customer Satisfaction”,
“Quality of Services”, “Diversity of Services” and “Location of the bank” in “Customers
Switching Behavior”. As this study showed that the "Location"” is the most important factor,
and has the biggest impact while “Customer Satisfaction” has the least impact between the

factors that influencing the switching behavior among customers in the Syrian banking

sector.

At the end of this study, the researcher presented a set of recommendations based on the
results that have been reached where banks managers can use them to help reducing the
proportion of the switching by improving long-term relationships with customers through

analyzing this knowledge to prevent future customers from switching to another banks.

Keywords: Customer Switching Behavior, Customers Retention, Syrian Banking

Sector.
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