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ABSTRACT

The aim of this study, "The impact of organizational commitment on
improving the quality of banking service" to identify the impact of
organizational commitment in the quality of banking services provided in
the banks of Jordan. The patterns of obligation are represented by (the
emotional, normative, continuity), while the dimensions of the quality of
banking service are represented by (concrete elements , reliability, speed of
response, safety, attention). However, the study population is represented
by commercial banks of Jordan, where each of (The Housing Bank for
Trade and Finance, Audi Bank, Bank of Lebanon and Overseas, Union
Bank) are targeted. the study sample was randomly chosen from the
intermediate administrative class in these banks. The study sample is

composed of (240) subjects. The researcher designed a questionnaire for
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data collection from the study sample. Further, the statistical software

package (SPSS) was used to test the study hypotheses.

Based on hypothesis testing, and analysis and discussion of the study
findings, the researcher concluded the following: there is a clear and
substantial impact of organizational commitment (the emotional,
normative, continuity) on improving the quality of banking service in
commercial banks in Jordan. In addition, the employee feeling of belonging
to the bank has positively reflected upon him/her in the commitment to the
Bank upper polices, and dedication in providing customers with high
quality services. Furthermore, the employee feeling of desire to continue
working in the bank would develop ability to self-directed behavior in the
employee, and thus it establishes the commitment to the Bank's upper
policies, and dedicate and keen to providing customers with high quality
services. Finally, the system of values held by the employee, that is
consistent with the values of the organization in general, is reflected
positively on the commitment to the Bank's upper policies, thus the

employee persists to providing customers with high quality service.

In light of the above-mentioned findings, the researcher set the
following recommendations to the Jordanian banks, including: the
Jordanian banks shall pay attention to enhance the professional
commitment among employees for its importance in developing quality
banking service. Such service shall be represented in maintaining the rapid
response, and promote a sense of security and attention being a component
of the quality banking service. In addition, to search for variables that
prevents the development of organizational commitment among employees

within the various administrative levels.
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