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Abstract

The present report is divided into two parts: the first discusses the literature on
consumer purchase decision of banking services, the second examines data
analysis and decision models treat the Syrian consumer of banking servives,
after framing the problem in consumer buying decision modeling in the first
chapter.

Despite the rapid development of the global banking sector and widespread
electronic networks, that banks must invest in excellence to become a
competitive factor in their marketing strategies, but its marketing in Syria still
groping after the opening up of the markets at the beginning of this century,
suffers  from  significant shortcomings come primarily inadequate
communications networks and banking information databases as well as
inadequate legislation and poor banking culture, ...etc. Which means great
marketing gaps must push banks to take it into consideration as opportunities to
develop its services, and to meet the needs of the Syrian consumer depending
on marketing mix and consumer specificity, to link these services with
information and communications technology.

Purchase decision is by nature a complex mental process, especially when it
comes to banking products due to their characteristics and consumer
perception of the dangers directly affect its financial resources, where the
decision-making process is seen as an evolving system and result in a
purchase action. Literature showed that we can do an acceptable prediction of
the consumer banking services through a combination of external and internal
factors influenced by system of judgements, knowledge, and personal values of
the consumer to define the wright model of preferences.

The fundamental problem addressed in current research is to create models for
the expected utility to the Syrian consumer of banking, and to estimate the
probability of having the actual purchase. There are several methods that can
be used for modeling the preferences, but the most important ones that reflect
the expected utility as mathematical functions can predict probability of
purchase and binaray logistic regression techniques of expected utility. Based
on the latter to assess the contribution of each of the factors as independent
variables in the utility function, we can then find the probability function of
purchase decision. The adoption of clear procedural starts with a precise
definition of the variables dealing with banking services, and then how to find
the analytical formulas from representative sample, and the procedure
concludes to estimate the credibility of the resulting formulas by comparing their
results with specific sample data.
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The practical part begins collecting data for a sample representative as much as
possible of the Syrian consumer society of the banking services, we use a
special questionnaire and tested it by traditional methods. Descriptive statistics
of the sample are acceptable to society in terms of distribution of respondents
by gender and age and less by educational status. As the results show that
about 18% of respondents do not deal with banking services, up to about 29%
of hand no electronic banking services. While statistical tests show substantial
differences in dealing by service type whether traditional or electronic, and other
tests show substantial differences also by demographic variables examined
gender, age and educational status. As well as descriptive statistical indicators
show a clear attention of consumer Syrian to technological and personal factors
when dealing with decision of banking services, therefore has been studied in
depth and possible collated in accordance with new dimensions using factor
analysis.

Chapter VI deals with the issue of aggregation of the technological and personal
factors factors, based on the links existing between them according to the
answers of the respondents using factorial analysis techniques, where the
results of the analysis showed clear dimensions. Which emerged three
dimensions of technological ones explain about 76% of the total variance of the
entire sample: readiness, security and privacy, ease of use, and these
dimensions are similar for all segments of Syrian consumer who is dealing with
banking services. While analysis showed the presence of seven personal
dimensions explains about 61.5% of the variance for the entire sample:
experiences, awareness, beliefs, personality, emotions, desire, and motivation;
It agreed with the results of factor analysis to dealers of banking service for
resulted axes and differed in their order. These results for the entire sample,
which will be used as independent variables to search formulas of analytical
decision models.

A chapter VII addressing in detail the fundamental question of the search,
means to find function probability formulas of the Syrian consumer of banking
services. After defining variables to estimate the probability of dealing with the
banking service with three demographic variables, three technological, and
seven personal variables, estimation formulas of models using logistic
regression techniques and the expected utility is made. We get three valid
formulas based on specific tests: the first represents the probability of dealing
with banking service regardless of the service type, and the second is the
probability of dealing with traditional banking services, while the third is
probability dealing with electronic banking ones. Has emerged clearly represent
demographic variables in all models, while the representation of technological
factors between variable or two variables by formulas, was strikingly weak
representation of the personal factors in the models. The most plausible

Vil



explanation may be twice the culture of banking and "personality” of Syrian
consumers owed. These results also showed a marked variations in
probabilities of dealing with banking services. Syrian consumer dealing with
banking service regardless of type is more likely to deal with traditional service
and in turn more likely to deal with electronic one, and also a variation by
demographic segments of the three types of banking services: male is always
likely to be dealed more likely than female, probability decreases with age, while
probability increases with increasing level of education. Actual tests showed
high credibility of the models to predict the probability of new customers ranging
from between 70% and 80% of the cases tested.

The report concludes with a summary of the findings of the research and a
series of recommendations, among them highlight the banking services by
offered methods and by Syrian consumer society segments, and the adoption of
the resulting models being enjoyed high credibility, and the need for banks to
reach a non-customers of any banking service, giving the female segment is
particularly important in marketing strategies, as well as banks sought to boost
loyalty to segment of least older as transactional age is relatively long, working
at two levels of educational segments on strengthening loyalty to segment the
most educated and the least educated segments targeting, in addition to linking
design and marketing services to information and communication technologies.
Finally, recommending a range of future studies in understanding the reasons
for the low contribution of personal factors explicitly in models of dealing with
banking services, expansion studies for specific types of banking services or to
specific segments of consumers or by stages of decision making.
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