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The Role of the Institutional Advertising on Customers
Satisfaction:
A Field Study on a Sample of Syrian Banks Customers
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O ABSTRACT O

The reseearch studied institutional advertising and its effect on clients’ satisfaction.
The research gave suggestions to the Syrian banks that help banks choose the most
effective type of institutional advertising in order to reach a high level of clients’
satisfaction. Descriptive statics were used to test the hypothesis and to describe the
relationship between variables. Previous studies in this field were reviewed. Primary data
were collected through conducting a questionnaire on a sample of (210) clients of private
and public banks. The questionnaire was to measure both the dependent variable (clients’
satisfaction), and the independent variable (institutional advertising).
The research found the following results:
1- There is a statistically significant influence between institutional advertising and
clients’ satisfaction.
2- Institutional advertising accounts only to (43.7%) of the changes in the clients’
satisfaction.
3- There is a statistically significant influence of the type of institutional advertising
used on clients’ satisfaction.
5- Institutional advertising that supports a cause has the most significant influence on the
satisfaction of banks’ clients, followed by institutional advertising that promotes a
positive image of the bank.

Key Words: Institutional advertising, Creative Publicity, Cause-Related Avertising,
Advocacy Advertising,Image Advertising, Clients’ Satisfaction.
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dazala 5l 113 53.8 53.8 74.3
Ll bl ) 54 25.7 25.7 100.0
Total 210 100.0 100.0

'SPSS 20 "malin milii : juaall

((%53.8) agismst Cialys dumala Slalgd (ysleny (an Al a1 e (113) G Jsandl DA (e Jaadls
e LAY A ey ¢ (%25.7) Aty (54) apoae il dum e ciluhy b e 2L A5 Ayl b Ll
039 Loy Ausilh aa (e 223 55aY) Al g (% 10.5) Aoy (22) aaase alis Javsie dgae (s5ine 53 pa

- Dl Al e (% 10) Ay
Ol Al @by o lad) —

e (S @ L) lan) Jiatll 8 aadind o3 QL) gl el Aadlay il s Ol &
P VL ALl 5 il il il e BaY Ll Gl o Al bl doliie) s e Cagisl)

e s dn 52 Sl Gl 3 cllall )8 (g0 G ) R0 L) ARE e .1
o V(ALY ) blaally Gl Sl (e 32y IS 0 LY Adgian e

palagly Olaia) il AAIA Glus¥) Aaild ((6) a8 Jgaadl

A 5inal) Pearson Lli,¥) 4.8 aall | A sl Loy dad 2=l
Pearson
Braal) Jrand) Ly ddlaial) Jaladl) Alaall ey dalatial) Lladl)

0.000 0.719" Y1 | 0.000 0.767" X1
0.000 0.776" Y2 0.000 0.844"" X2
0.000 0.757"" Y3 | 0.000 0.794™" X3
0.000 0.754"" Y5
0.000 0.790" Y6
0.000 0.691" Y7
0.000 0.660 Y8
0.000 0.734 Y9
0.000 0.788 Y10
0.000 0.794 yll

Lysima Ao die (geiaa L) **0.01 dysine dayd die (geie bLE,Y) *%0.01
Correlation is significant at the 0.01 level (2- Correlation is significant at the 0.01 level (2-

tailed) tailed)
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U 5 A Tolian) Jafiay lan 2 4y 2 2nd) e s JS L)) (F Galasdl Jgandl g Jadly
by e 8 Jlpadl 138 5508 (5 e s Blall LV cas ¢ G Lgia gl imab) w ol ALY aan
Aaula) Al die e el dalla AauY) 6l . saa s dusiy o3 el

:Cronbach’s Alpha Jala. .2

(1-0 ) Om 4 )iy e amy i A lal) @il bl Cronbach’s Alpha ulis axiiiy
e e Casisll 13 LAl g3 sl Gl e gomgeg el Baca e Sy @iy I T gl LS
P LS bl calS a5 LS Wl el Jlial ehaly Slan) dilaill 8 (L) die sunsag dadia

Al cpiial ¢ Lig S Wl Jalaa (7) ) Jgsall

Wl Jalas G S ALY e a2l
gl S Al
0.860 3 X lasgall Sleyl 0
0.933 11 Dleall Liayy Aalaial) Jalal)
y
0.925 14 SbEaY) e s

'SPSS 20 "zaliy gilii ¢ juaal)

bl Janal Fanaally ol 4w (31 daall Failly o gus Cindl e Jane o Baadl Gildl Jaall e
cgf il Jalas a5 0.93350.860 o shis ¢l S W g o cum e ciliiy Alaany aiad

rbuzdl) Lad) — il

ceShaal) Ly Slamsall (Y] G ABNe agag atey J AN V) Ludajdl) SLss)

D 8) fd) Jsaall LS bl culS a8 g Al Aulyal person Julali e )a) &

sBanl) Ly (g sibanzall COSY) G Ggman BLEY) Jalaa (i 2(8) a8 Jyaad)

Value | Asymp. Std. [Approx. T Approx.
Error® Sig.
Interval by . c
Pearson's R 437 .067 7.007 .000
Interval
Ordinal by Spearman c
Ordinal Correlation 425 .062 6.773 .000
N of Valid Cases 210

'SPSS 20 "zaliy gilii 1 juaal)
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J)a.mcué.baa‘d\

alae o) Cam Jansgie Jalgy) e dandl Liays Slsnssall (DleY) g Blayy) of @ladl Jsaall (e 22l
o oms il galindl )sn el LEEN dpaga lily f0. 437 [ Ay Tnges Aasisie Aiad (g LY
Jsaadl 3 LS culS miblly Japad) o) Jilas Hlaal eha) &5 Ciyboaall pe Jaendl Jalas

bad) Aadl) jlaaty) Julad (9) a8y Jeaa

Model R R Square| Adjusted R | Std. Error of
Square the Estimate
1 437" 191 187 .685
Ly LR
L) Lole B2
Faladialy Jlaaiy) zigai sasa JLadl (10 ) ad) Jgaa
ANOVA?®
Model Sum of df Mean Square F Sig.
Squares
Regression 23.044 1 23.044 49.092 .000°
1 Residual 97.637 208 469
Total 120.681 209
Juaall Ly o lanisall cSley) Ll (11) a8 Jga
Model Unstandardized Standardized T Sig.
Coefficients Coefficients
B Std. Error Beta
(Constant) 2.058 .168 12.253 .000
1 Oe Y
TR .386 .055 437 7.007 .000

'SPSS 20 "zaliy gilii ¢ juaal)

i) z3sai baga A diey L dseall Wiy (B i Slansall (e o Bl Jgaadl e Jaadls
Cun cgsima HLAYE s 0.05 (e JE 25 0.000  (ssbs Lpsinal) dad o a0 F o jlas) alasialy
Ualae J€35 Liad Ky (pend) Ly ) ool i) (s (e %43.7  lasssall (Dol e jusy
Jie ) aadV) alee A5 2.058 sa5 culill o aa (11) Jsaadl (e dam Y=atbx Lagd) Jadll oyl
Dby ol 4l ¢ Jand) Ly Ay 5l S adl ieay 0.386 o) rial Ly ity (g3l (laadl)
S Aty Slensall (Pleyl 55335 ¢f ol ¢ Baaly dasy Slawsall (Pleyl Al i s 8 0.386
cJsanll Ly (8 a5 4yl
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lansall e Gn Agyaen ADe dgag aaey " ALY axel) e JATY ;Y1 Al Aada
o hesdl Ly lansall (BleY) cm Appsn A0 Ssag ¢ ALY Abad) Lpdajdl) Jibiy "o Dlandl Lia s

tedhanl) L) o aainall  Slawwsall (W) poi B A asn CUBDIEA) dagy Y 1 ASEY Luk )il

psiins Can o(Step Wise) caslul (385 aawiall oV Jilad (oslal g Lol Liad G dl) 238 laaly HLal
Dsal g il (Ohe¥)) A dppd) Cijladl Ui e sadinal) Slasal)l (oY) e gl & 30 Ll
Azl acal (el e ball (el AN e Ay dnlay)

asih o5 (s Cpumall e Dlaall Liay 4 SVl A1 ADEN ) (e gl Ll o s Cua
& Gas e Glaal) i) Glasall 3 329w eDlanll Ly 8 Apaa 3ol e iy 3 W) ) lasly
zasalll 8 U8 e Legdlan) 5 ol Gailaad) cppaiall Glaal) 8 3890 ae U jasal lasl

tedleall Liay b Slwsgal) (D) & datiall ) 80 e £ 16Y) 50al)

laaizal) (V) L Aagiall oLl (e IS5 edand) Ly e Cosman BLEN) G (1) by Jsaa

eDanll Laa,
N Sig. Pearson
Correlation
210 1.000 eMaall Lay
210 .000 423 Al acal (Pley)
210 .000 354 Al 3ygeal g il (Pley)
Capaall (o Al
210 .000 .266 =l Bley)

'SPSS 20 "galiy gilii 1 il

L,V 13ag eDlenll Ly (s5ise 8 psn il Lgd daial)l DN ) o Gl Jsaall (e Jaadls
alas g8l (o Jaadl LS AN ) e S xie (0.00) <wilS Sig. dad o) dam Lilas) Jhag ol
toh LS zasail o AL cubarial) il Sy Jillys dpmd e dl (DleYly edleall Ly (p S Lol

Gpzb ao Al Slawigal) G (g pand) Ly G Jasadl jlasd¥) Julat 1(12) o) Jgaa

Model [R R Adjusted R|Std. ErroriChange Statistics
Square [Square of thelR Square|F Change [df1 |df2 |Sig.  F
Estimate  (Change Change
1 423 (179 175 .690 .179 45.422 |11 208 |.000

'SPSS 20 "zaliy gilii 1 juaal)

Ll aedl Slaisall oY) 550 (13) ad) Jsan

Model Unstandardized Coefficients Standardized T Sig.
Coefficients
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el Ly e hunsall (Pleyl ik

B

Std.

Error

Beta

(Constant)

2.347

133

17.609

.000

dpzd acal (DY)

284

042

423

6.740

.000

¢3leall L ja, Dependent Variable:

el aldll (g e Deall Loy (o o Jaliy) Jabea o8 36 o (11

'SPSS 20 "malin milii : juaall

teanl) Ly e aiiall ilansgall (DleY) g5 Al A 35laall
o ilamgall (e o uaa g Al i) Gl il A0 csial) Jlanl s5hall o3 b o giins

) sl (e LaaBli: Dlaall L)

Lad Ol zagatl) () pusiall 13 Jlaaky o8 Gl Jraall Lia)y o capaall (o daniinas Al 3)5eal gy 5l
Ly 8 Slssall DleY) 550 5005 A s Sluusall e zie ) askall) 13 Jis) oS 13
t AU Joaall 3 e 58 LS Y A el

s3and) Ly laisall DY) i AY ssial) jlasdy) Judas :(14 )Jsss

Std. Error
of the
Estimate

Adjusted
R
Square

R
Square

R

Model

.690
.678

175
204

179
211

4232
460°

1
2

acdl Sluuse (Dle) o Juaidl

s3anll L) Ao Slanisall SeY) 456 (15) ad) Josn

'SPSS 20 "galiy gilii 0 juaal)

SV LY Jalas Ga @iy ool 88z 3saill ) 60 il JWs) oF Giladl Jsandl (g Jaads
Oe cally Slawsa) () e made aladind o) 6 0.211 A 0.179 (e ypasill Jalas 52455 0.460
Cipadll e dumiiues dnlay) 8yl s All (Pl 5 il aeal (Al
S Jsaall o adias il 138 dygiae 530 Olady LAl

Sig.

Standardized
Coefficients

Unstandardized
Coefficients

T Beta

Std. Error

B

Model

.000

13.1

159

2.088

(Constant)

.000

4.75

330

.047

222

b aeal Sle Yl

.004

2.89

201

051

146

i) o dadine g Al 3 ) seal g5 ill (Ol YY)

a. Dependent Variable: ¢l Laa )
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Baad pedl leassall (DoY) siies Asledll el (e IS e SIg Aad ) i) Jsandl (pe Bads
O ) A sina oo JB1 (025 0.00 gslss Cipaadl (o dniun dplag) B)geal g il (DY) jiiag
g 5y ) il b i el 6 AL i

Ll gl Jlal

sSand) Ly laaisall (DY) e AY asiall jlaady) Judas :(16 )Jsss

Std. Error of the R
Estimate Adjusted R Square | Square R Model
0.69 0.175 0.179 423 1
0.678 0.204 0.211 460 2
.679 201 213 461° 3

'SPSS 20 "galiy gilii 0 juaal)

13 dugine bl Gl Suaiall JAg) axn 0.461 ) caniiyl 88 R dad o Golidl Jgaall (e Jaadls

1 A Jeaall o adies i)
sSlanll L Ao Slaaisall ¢SeY) 556 (17) ad) Josn

Standardized Unstandardized
Coefficients Coefficients
Std.
Sig. T Beta Error B Model
.000 12.343 .166 2.055 (Constant) 1
.000 4.643 325 047 218 4l acal (Ole )
.033 2.144 174 .059 126 Al Qe )
dulag) 3 pual

504 .670 .051 .056 .037 =Bl e y)

'SPSS 20 "zealiy gilii ¢ juaal)

padll oo Aty dulag) Byseal g il Ble ) ey Al

Danll Liay 3 el 1 L8l o) o) chaelis el bl e wie 0.504 5l Sig dad ) V)
On el (DY) e sl 138 slatind iy Ml L Adlas) ANS Al Gals (gsine e il
Cjlad) Ji e daiiad) cully)

s Anlagl Byseal s Al Slssall (Slel)s dual ac ) Sluwsall (Sley) o) 140l dun @l Ladla
palagind Cany Gl (e Blanll Liay 3 el Slawsall (DleY) Jim ¥ Wiy eDkaall Liay 8 il 41 Copadl)
LAdSills sgally sl yd g Slawsall (MY G adinall miall (e

& ) ,_A’ Ao pea GBAA) deag pdny ALl pal) dasad by ;o AL\ PP}
s (Al ALl dpa 8l Jasiy " pMlandl L) Ao sainal)
"eSaal) L) Ao adinall (Shosupall

(Sssall (Y
cey)

T ] ,_A’ Ao e cildAd) g
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el Ly e hunsall (Pleyl ik

AL ¢ pdleal) Ly B Slamiall GeY) quslad ) B A pga CBUA) aag Y ABIAY Al A
(ples) pald) ipadll g4

CDEAL ¢ Cpudyad) ¢Sleall Loy & Slansall (DleY) Clul i 38 CDEAY) dasa s Ayl
D (18) a8y dsaad) 8 LS il culS 23 ANOVA [lis) ela) i e (alesl (ald) Cipad) g5

s3lanll L) o Alaaisall SeY) Galud J31:(18) Jssa

Sum of Df [Mean Square F Sig.
Squares
Between Groups 6.392 1 6.392 11.632 .001
Within Groups 114.290 208 .549
Total 120.681 209

'SPSS 20 "zaliy gilii : izl

b sb ia iy 0.05 e B8 25 0.001 sls SIG dad o i) Jsaal) (e Jaadls
coaligl ale Capaall 58 Casay ¢daall Ly 8 Slwsall (e i il i

S DoY) miall il sl Hlial Ll AS) Jlad  Slawse (o) maie 4l Gjladll e g5 ) Ol
b WS il cily goa e cijbadl Gepsi S

sdalad) Cdjlaall—|
Adlal) Gijluaall A G paall edaal) U o ilesnaisall (3Y) cuglaad JE1:(19) Jgan
Value | Asymp. Std. |Approx. T Approx.
Error” Sig.
Interval by \ c
Pearson's R 384 105 4.221 .000
Interval
Ordinal by Spearman c
Ordinal Correlation 344 .096 3.717 .000
N of Valid Cases 105

"SPSS 20'zabiy @il : jaaal)
Libias) 1y siligns %38.4 il 2B edlaal) Loy Ao (Slawisall oMY S5 ¢ Badd Gilad) Jgand) (e
(Al dijladd- o

Laldl) Cijlaall A bl sdaadl L) o Slanial) (3 gl 1:(20) Jgaa

Value | Asymp. Std. |Approx. T Approx.
Error® Sig.
Interval by Pearson's R 443 087 5.012 .000°
Interval
Ordinal by Spearman c
Ordinal Correlation 456 .087 5.197 .000
N of Valid Cases 105

'SPSS 20 "maliy pilii ¢ jaaal)

Lilaa) Jla iligas %44.3 il 2B edaal) L) o Slaaisall GBeY) 5 o) Badl glad) Jsaad) o
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Aaled) Cajladl oyl e 5S) Aalal) Cijliaall & e Denll Liay (3 Slawsall (Dley) 80 o8 S,
Goslod i1 3 Ailian) AN @b Apaga RN dapy Y 1 J ol AN asell Audad by ¢l

g 1 A ALl Ay i) Jaiy L (ale sl pald) Ciad) gsi Gl Sleall Ly b Slaswsall (Dle)

(plesl pald) Capadl g5 sl ¢daal) Ly 3 Sl (SleY) sl ) 8 4 e sl

il gilly claliiiay)

ralaliiiay)

ceDanll Ly (s (Slasmssall (D) o Ailianl AN ) ADle ansr |

ceDand) Ly (ol (g (%43.7) aises Lo Slassssall (PleY) yuiy 2

cedanll Ly 8 aiiall Slsssal) (DoY) zide sl Ailian) A0 430 aag 3

GWle) o Sl Ay el Liay (A SV V) Al aedll e 385 ) Slawsadl (el of 4
) e daaliueg dnlag] B)seal mg 55 Afilise

O &) eeelhy luwse (Ple) dilia) die Sleall Ly 8 Slawsall DleY) i il a5
Cipadl aa i Lo g ) Lol e liall Copeadll Cilulus SgY Jaeal

cCipemall g5 Cany o laall Ly b lawssall (DleY) il 3 338 a6

el Cojliadl) 80yl e 5S1 Aalal) Cojliadll b eDlaall Ly 3 lawsad) (SleY) il 7

tlua gl

omdy ol lansall (PleY) o i $Dlaall Ly (B i A @AY QL) e Gl e ¥ ]
dsas ¢ Slasall (BleYU sl je cplall e %56.3  dlia o) () oDl Ly i (0 %43.7 (s5m
A ald

e anll Liay 8 ol o a5 Al pualial) (g degane amy Cumy  Slaswsgal) (e zide sk 2
Aol Al &l el (g )aly cCapaal) Loy psiy Al dpnaianally Al Llallly e Gldle) AalIS
Aaladl )l Ao Caad (e Caagll 138 Bk ¢ Slsssal) LeDleY o A5 e Cijladll ADE L Capaall
coall dba culS Jla i Jakall o3gd Sl lagall (MleYl (o @y 5 cCapemall ays il il
S lels) lansall (DleY) G G5 o OS¢ paal Jalaills ol 3245 i e Al g 5l
el lelaays eDasl) slis Cayeadll yuay

L) e a3 € e laal) Pl e slaieY) Gilay e duhal) Jae dyysud) Cijliadl & Y 3
ol oSy = aal) DleYl (e Yasd . 580 S eaall Ly 32l I 5058 (AT cullid (e Canlly +Seal
cSlasgal) (PleY) Clea WIS oliall Al sda el 5 (slagdll ul acd) dlud) Lyl Copad) gy
bl 28 cile)l el g iy Lila abiag 585 5 Aga (e Cipeaall Bl 5ypall acy of 4ild e 138
el papty 8
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