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ABSTRACT

The impact of Customers Orientation and Business strategy on Internal

Service quality

Study in Islamic Banks in Kuwait

Prepared by
Abdullah Mishan Eid AL-Rashidi

Supervisor

Dr. Mohammed Saleem Al - Shura

This study aimed to investigate the Impact of Customers Orientation and
Business strategy on Internal Service quality in Islamic Banks in Kuwait. In order to
achieve the objectives of the study, the researcher designed a questionnaire distributed
on top, middle and executive management in Islamic Bank in Kuwait that consisted (40)
items. The study sample consisted (336) individuals from top, middle and executive
management in Islamic Bank in Kuwait. The statistical package for social sciences
(SPSS) and Statistica was used to analyze and examine the hypotheses. The
researcher used many statistical methods to achieve study objectives, such as Person

Correlation, Multi and simple regression.



The main conclusions of the study were:
= There was a significant impact of Customers Orientation on Internal Service quality
in Kuwaiti Islamic Banks at level (o < 0.05).
= There was a significant impact of Business strategy (Cost Leadership &
Differntation) on Internal Service quality in Kuwaiti Islamic Banks at level (o < 0.05).
= There was a significant impact of Customers Orientation and Business strategy on
Internal Service quality in Kuwaiti Islamic Banks at level (a. < 0.05).

The main recommendations of the study were:
= Needs of customer orientation and maintain it, requiring of Islamic banks in Kuwait
taking into account the needs and desires of customers.
= Attention to diversity in the provision of banking services by the Islamic banks
surveyed in Kuwait State in accordance with the needs of clients according to their

characteristics
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