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The Effect of Innovation Management on Customers'
Satisfaction Case Study in Islamic Jordanian Bank Branches
in Irbid

Abstract:

The study aimed to identify the impact of innovation
management in its dimensions (innovative individuals, innovative
climate, innovation methods and technology, innovative services)
in Jordan Islamic Bank on customer satisfaction in its dimensions
(organization image, customer expectations, perceived quality,
interaction with the customer). The analytical descriptive
approach, and a questionnaire was prepared to find out the impact
of innovation management on customer satisfaction, and after
distributing it to the study population represented by (35)
employees in the branches of Jordan Islamic Bank in the city of
Irbid, the data was analyzed and the study concluded that:
innovation management positively affects the image of
organization, client expectations, perceived quality, and
interaction with the client, and is able to achieve client satisfaction
through its role in providing services expected by the client. The
study recommended the need to pay attention to the organizational
climate and to enhance the work of innovation methods and
technology in the banking business in order to enhance customer
satisfaction.
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