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The Effect of Trust & Commitment on Customer's loyalty to the
Organization "'A Survey Study On The Syrian Commercial
Bank Customers In Lattakia Province"

Dr. Samer Kasem"
Yamen J bele””

(Received 3/6/2015. Accepted 9/ 8/ 2015)

O ABSTRACT 0O

The research aims to identify the extent of the impact of the creation of confidence
when the Commercial Bank of Syria clients to achieve their loyalty to him. And to identify
the extent of the impact of the commitment of the Syrian Commercial Bank to customers
to achieve customer loyalty to him. In order to achieve the goals researcher relied on the
methodology include distribution (110) questionnaire was distributed to a random sample
of the branches of the Syrian Commercial Bank customers in the province of Lattakia, and
the use of SPSS statistical software for analysis by calculating the Pearson coefficient and
the coefficient of determination.

The researcher reached the low level of both the commitment and the confidence of
customers, accompanied by lower customer loyalty to the bank, as the study found, and
there is a significant correlation between each of the commitment and loyalty of customers
of the bank, on the other hand, and there is a significant correlation between customer trust
and loyalty of customers Commercial Bank of Syria.

Keywords: Commitment, Trust, Loyalty.

"Associate Professor- Department of business administration- faculty of economics- Tishreen
university - Lattakia - Syria.

“Postgraduate Student - Department of business administration - faculty of economic - Tishreen
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a5y (385e Bise Al Bilse e | Bady Gilge e | ALY
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Osm LY Jalae lual elldg (20 ) 2aualli spss  Jlaa¥) malipd) e Gald) adic) M
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:aldlly daall plad) (Ll

AR Y
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(1) ad) Jgxad)

Reliability Statistics(1) Jsall
Cronbach's Alpha |N of Items
7122 7
20 Jlaa) SPSS @AU)g ?\Ji:u.u\..i L"’JLAAAY\ Salasl) @‘ltﬁ : jdaall
dala a5 Vs Gelialy s @l Glb Jally (0.7)< (0.722 ) sl ¢ lis Sl dad o Jaadls
cobiall bl e ol Cadal
H(2) py Jgaad) 3y (AEL) il dpeailly
Reliability Statistics(2) Jgaall
Cronbach's Alpha| N of Items
767 7
20 Jlsa) SPSS gualiy aladiuly Slaay! Judail) gl @ jsaall
dala a9 Vs Gelialy il @l Glb Jally (0.7)< (0.767 ) sl ¢ lis Sl dad o Jaadls
cobiall bl e sl adal
1(3) ey Joaadl 3hy (sYsl)) el dpeaillys
Reliability Statistics(3) Js2
Cronbach's Alpha | N of Items
814 8
20 Jua) SPSS galiy aladiuly Slasy) Juladl) gild : jaaall
Aala a5 Vs Gelialy il dla Glb Jally (0.7)< (0.814 ) (sl s S Wl gl o Laadls
Lokl hle (e gl adal
tGaall Jladl

Correlations(4) a8, Jgaall

ml m5_ L _ Mml_
Pearson Correlation 1 878" 910™ 973"
ml Sig. (2-tailed) .000 .000 .000
N 110 110 110 110
Pearson Correlation | .878 1 826" 952"
m> Sig. (2-tailed) .000 .000 .000
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N 110 110 110 110
Pearson Correlation 910" 826" 1 9417
L Sig. (2-tailed) .000 .000 .000
N 110 110 110 110
Pearson Correlation 973" 9527 941™ 1
mml Sig. (2-tailed) .000 .000 .000
N 110 110 110 110

**_ Correlation is significant at the 0.01 level (2-tailed).
20 _lua) SPSS malip aladinly Alaay) Julail) gilil : jaaall

lenzan ilyuaiall (s AU gunsm Jalaa af o 023 (4 ) ) dsaal) s allall LliY) 4 ghias he
Dl 3505 Gl oa A A pmdll Sy aal Jp i (i Il (0.05) e il a5 Tpjias o8
e Sllassiall aigia aas cdea (e Lt Lad dg el cibarial) e Al 3l Clla) Gillasie Gn Agina
(ol am e Uy Lol al dgn

tluda il lasl) Bl

) Al

L) el Cipaall cililas g cilard olad AR sdanl iy

Copad) g5 edae (e Ao e 5 Al Gpla (2 (M2 Sl ade yuedl) (A8 i) (uld &
ml) Al illa) s sie Glutialy Eaaldl 2l Cun (5 ) ) Galall o syl DU Usilase 5 )y el

(1) &) Jsaall 8 3)ls s LS (2.1039) (g5bos Lo i) lsa
One-Sample Statistics(5) a8 Jsadl
N Mean | Std. Deviation [Std. Error Mean|
m2 110 2.1039 33005 .03147

20 sl SPSS galiy alaiialy ilasy) Jalaill gl : jhaal)

& bl basging Crsuaa) aniall G (s @08 25y JLEAL Calll BB Al dagn o oSall
obaa) e alae¥) &8 Cua A3Eal i3S ealaie) 4plSa) Ll @iy (3 ) sy podia) S ulie
(Sig) AN Jlaa) dad of an G ((6) ) dsaall 3 3l s LS il el 5 cbanly Aied T st
Lissie m Apasa G dsay i g L) (Ja= 0.05/ AN e e sraal a5 /= 0.0000/

Ngede e 481 gl Clysiase (g A3)laall (3) abad) dansgie alaie] (o liSay 3 a1 caliall Jangias s
One-Sample Test(6) i J g2l

Test Value = 3
T Df Sig. (2-tailed) Mean 95% Confidence Interval of the
Difference Difference
Lower Upper
m2 | -28.476- 109 .000 -.89610- -.9585- -.8337-

20 Jaa] SPSS galiy alaiialy ilasy) Jalaill gl : jhaal)
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el i ilaibe ) Al ol il «Cipuadly pei® s sei A Slsell o iyl pe Y
Cipemdlly s al) A8 ggine aliad) LAY Aas

A A il

AL olad g3l ) Cipaal) 8 (ra A LA

g s e Ao e S Alia) Gpb oo (M1 Japll aie juedll) () sl (uld
S8 el 23 lla) Tacsie ludals Saldl o Gy (1) 68 Galdl L ) Akiilae iladl) Ciyead)
(7) 4 Jsaall (8 )y s LS (2.1429) (golosy Lo sidll

One-Sample Statistics(7) a8, Jgaall
N Mean [Std. Deviation| Std. Error Mean
ml 110 2.1429 .32954 .03142

20 )ua) SPSS galiy alaiiuly dlasy) diail) il 1 juaal

& bl basgiag Crsuaa) angiall G (g @8 25y JLEAL Gl A Ayl dag o oSall
obia) e alae¥) &8 Cua A3El jh5eS ealaie) 4plSa) Ll @iy (3 ) sy padina) S Gulia
(sig) ANVl Jlaia) dad f 2a3 Cam ((8) a8y Jsanll 8 )y s LS iliil) cpeds 5 cbaaly Aiped T st

Loisia On Aphsn (398 Bas o g aY) efa= 0.05/ AN (55 e sl a5 = 0.0000/
Ngede e Al gall lygiase (g A3)laall (3) abad) dansgie aldie] (e i€y 3 a1 caliall Jangias s
One-Sample Test(8) a8, Jaall

Test Value = 3
t Df Sig. (2-tailed) Mean 95% Confidence Interval of the
Difference Difference
Lower Upper
m1 -27.280- 109 .000 -.85714- -.9194- -.7949-

20 j)sa) SPSS galiy aladiuly ilasy) Jlatl) il : jsad)
rdpa Al LA dags

o ) 5 5 (3) Sml e (s sl gy (21420 ) (o o it o Lo
Coelal Cun Alpie Aol dumdl) b Ml cCapaalls ol e el ) hlad) o dSsall axe )
oDl ola (ol A5 (gginsa aliall JLEAY Aai

AN s A

Aalad oYl g sl et Cipaall e iy

g edee o i lemsi 8 Akl Bpb e (L S0l aie jundll) (£Vsl) Ul yuriall (uld 5
A Lla) Jassie ilatialy Caall) 28 Cum 1 (3) a8y Galall b 53l A8 dlkilaa by ladll Cijend)
(9) o) Usaall 8 ls s LS (1.7273) (osbos T sial) (1S5 el
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One-Sample Statistics(9) a2 Jsaall
N Mean |Std. Deviation| Std. Error Mean
L 110 1.7273 21296 .02030

20 _)ua) SPSS galiy alidiuly ey Jalail) il : jaaal

& bl bassgiag Crssaal angiall G (s @8 25y JLEAL Gl A Lyl dagi e oSall

Dbl e alae¥) &5 dua Aliall jineS saldie] Apla) gLl @llds (3 ) say axiiiusall CSyl Gulida
AN Jlia) dad of aa G (100 ) o) Joaad) (B 3l s LS il Cpels 5 Banly Al T st
Lsgie o Apasa G dsag i oA ) (fa= 0.05/ AV e e sraal a5 /(Sig) = 0.0000/
Ngade (e A8sall iy A3laall (3) alal) Jans i oldie] o li€ay (52 5eY) caliadl Jausgiag cilla)

One-Sample Test(10) b Jgaall

Test Value =3
t Df [Sig. (2-tailed) Mean 95% Confidence Interval of
Difference the Difference
Lower Upper
L ]-62.682- 109 .000 -1.27273- -1.3130- -1.2325-

20 )zl SPSS gualiy aladialy Slas¥) Juladl) il : juaal)
rdpa Al LEd) A

Osbay Al a1 (8 ((3) 2bad) Lassie (e ral a5 (1.7273 ) & Gosmnal) Jasssiall dad o) Loy
Coelal Cua (Alpie LB Tl o8 by cCopadl bl (sa0 el A cihlall e d88sall o )
cCipadl olad eDleall £¥y (gima aladdl HLAAY) dagy

) duda it

A 2Ny osmd) (lall Cipaally p3leal) 4TS G Aygina AV ) ADIe AU Ja

dla s (0.05) e Jial 25 (0.000) (st ANV Jlaial dad o 1aa3 (11) a8y Jsaad) se
(sl (g Tl Jalas G CuilSy o Danll 655 (M2) Copamally £Dlanll 485 Aygima AV Culd 2DIe
Copaally ¢l A8y Ay ADLe dsmsr Joi ) Al Al iy paall A d iy UL (0.826)
cedall ¢Ys5

Correlations(11) a3, Jgaal)

L m?2
Pearson Correlation 1 826"
L Sig. (2-tailed) .000
N 110 110
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Pearson Correlation 826" 1
m2 Sig. (2-tailed) .000
N 110 110

**. Correlation is significant at the 0.01 level (2-tailed).

20 _lsal SPSS galiy altdiuly ilasy) diladl) il @ juaal)

Vs (e (%68) s o xs 1385 (0.683) gsbasd il Jalaa A o L (12) &y Jsaall e
cagalad Copadl) Al 1) 35ey ¢Dlaall
Model Summary(12) a&; Jgaal)

Adjusted R Square |Std. Error of the Estimate
.680 12047

a. Predictors: (Constant), m2
20 lsa) SPSS gualiy aladialy laay) Juladl) gl : juaal)

sdwald) s A1)

A agitlgy aidles slad (g amdl (adl Cipaall Al Cm Agina A <l Adle Alia Ja

S5 (0.05 ) e sreal (25 (0.000 ) (55l ANV Jlaia) dad o) LD (13 ) &) Jsand) (ga
#¥35 (M1) opadl oB3l G dsinas AN D3 ABLe apag 5 Al Al Spum il Jils paall dpumjd b
Copad) a5 G A A ia Mg (0.910 ) (gsbas ¢y guem Lli¥) Jalae dad cilS (L) oDlanll

Model
1 .826%

R Square
.683

e Dlaad) eNg
Correlations(13) ad; Jgaall
L ml
Pearson Correlation 1 910"
L Sig. (2-tailed) .000
N 1 1()* . 110
Pearson Correlation 910 1
m1 Sig. (2-tailed) .000
N 110 110

**. Correlation is significant at the 0.01 level (2-tailed).

20 lsal SPSS galiy aladiuly ilasy) Jilail) ilii 1 jaaal)

N5 (e (%83) s of ixs 1385 (0.829) (gsbasd apanill Jalwa A o L (14) &8y Jsaadl e
g lad Cpadl ol 1) 35ny ¢ Dleall
Model Summary(14) a3, Jgsal)

Adjusted R Square | Std. Error of the Estimate
.827 .08849

a. Predictors: (Constant), m]

20 _Jiua) SPSS galiy aladiuly ilaay) Jalail) zilli : jaaall

Model
1 910%

R Square
.829
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