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ABSTRACT:

This study aimed to identify the role of change management in improving the quality of
banking services at the Arab Bank in Syria. The descriptive-analytical approach was adopted.
The study population included all administrative employees working at the Arab Bank in
Syria across its ten branches. A simple random sample of (152) respondents was selected,
and a questionnaire was distributed to the participants. Data were analyzed using SPSS
(Version 26).

The results revealed a statistically significant positive relationship between change
management and the quality of banking services. The findings also indicated that the
dimensions of change management explain a large proportion of the variance in service
quality. Among these dimensions, change in tasks had the strongest impact on improving
banking service quality, followed by “change in organizational structure, then change in
organizational culture, while change in technology” showed a relatively weaker effect. These
results highlight the importance of focusing on job redesign and effective task distribution,
developing organizational structures in line with banking requirements, and fostering a
culture that supports change and innovation.

Furthermore, the study showed that the level of implementation of change management
dimensions, as well as the quality of banking services, was generally high, reflecting a
positive orientation toward continuous improvement. However, there is still a need for further
development, particularly in the technological aspect. The study recommends enhancing
investment in technological infrastructure and training employees to use modern systems,
which would improve operational efficiency and service quality. It also emphasizes the
importance of involving employees in the change process and benefiting from their feedback
and suggestions to ensure the success of change initiatives and the achievement of desired
objectives.

Keywords: Management of change, change in culture, change in organizational structure,
change in technology, change in tasks, quality of banking services, Arab Bank in Syria.
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i Pearson 724 749" .698™ .820™" 1 907"
daaal) Correlation
aal) Sig. (2-tailed) 000 000 .000 .000 .000
48 N 152 152 152 152 152 152
Juaa¥) Pearson .866™" 879 .880™" .890™ 907 1
] Correlation
Sig. (2-tailed) .000 .000 .000 .000 .000
N 152 152 152 152 152 152

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

$pss26 (s iV Caldl dlae) (a1 juaal)
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Std. Error
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N
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4.34 152 N

070 868
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o (3815301 5 alawad¥) (e Alla
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G g Lag i) ABUES Jode oy

4.57 152 il A

052 637
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oo ST AN 8 el e ads Lad Al D LY dubeal) Glavsiall ad of (4) &) dsaall oo
LY Wy [5 — 4. 21] Jadl pana usledll @S Gubias paldd) (2)Jganll oy adiig ¢(3) alal) Jassgia
e @ly Al o clidl 8 AN & juail) aed @dly o e 3ag Bads 38lse Ay
Clla) Jacigia (p dagine g i aae ¥t AU SN & yuanl) s il adlss lats Lad (JI6Y) Ll laal
el acssio g ) B3] sl anlS A8EN 3 sl ses a3l Glaty Lad Aual) Sl
B B i) el bl Jagl) La3) @il (5) a8 Jgaad)

N Mean Std. Std. Error
Deviation Mean
o2 o)
18 152 4.4622 56875 04613
Test Value =3
t df Sig. (2- Mean 95% Confidence Interval of
tailed) Difference the Difference
Lower Upper
(o o) 31.696 151 .000 1.46217 1.3710 1.5533
FE

$Pss26 (s Aaie WL dald) A (a1 jdadl)

05 (4.4622) el Y (R 5 el se el sl eal) Lasgid) 2 of (5) o) Jsaad) o
Bady (38lse dapn LY i o[5 — 4. 21 ]l Gaa (2) @) Jgaall oy adiig ¢(3) ebiall Jasgio (o
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1) slad 2a{S BRI 5 il sy uBlsy (3laty Lo Al 280 i) Jonesie (o st Cllg b 25m gy ALIAD AL
e ey s Al (aa il 3 S 5 sl 2a oy o) ol (S dideg oo painall Lacegi (g skl

il JSigl) B ) sy : Tl
bl (gl A ) el Dadagl) elasy) 1(6) Ay Jsaad

Std. Error Std. Mean N
Mean Deviation
TSI 30l il Bl A 3 i i)
061 753 445 | 152 e g
(PR L g ol Iay) (ann zeads il a g8
050 616 4.63 | 152 ? o plaatils S ny sy il sty
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B33 O (Bl JSgdT B ity il o gy
053 651 449 | 152 TR
RN atil) ) daa) S| 4 o8
057 700 453 | 152 | 6o ISR et OSel faal e A p
A9

$Pss26 A5 Aais Yl Eald) das) (e 1 jaaal)
DS1 aanll (gl A sl e (ady Lad Aual) ol Gl dnlea) lausidl 4l o (6) o) dsaad) cn
Qs [5 — 4.21] el Gan culadll @S bt galdd) (2)dsaall sy 25 ¢(3) olall Javsie (s
e @dly Al Jae il (8 esasl) JSgl) 3 usl) axd @y of i g cBads (3815e Ay AlaY)

Jgia g dugine cilig b g ¥ 1o A el (Sl A il da adlsr (laty Laad i) dadajdl) L)
el Jaigia Gy il ) el aalS adaiil) (gl B il sy aBles (Bl Lasd Al 8 Cilila)

gﬁms Jgd) ga PETLRA{ T ga.bunl\ Jacgll Lad) C..'L*u :(7) PEJ Jgaall
N Mean Std. Deviation Std. Error Mean

i) Jgl B il | 152 | 4.5230 .54390 .04412

Test Value =3

t df Sig. (2- Mean 95% Confidence Interval of the
tailed) Difference Difference
Lower Upper
SOl (2 i) 34.523 | 151 .000 1.52303 1.4359 1.6102
sk

sPss26 (s sVl dalldl dae) (a1 jdadl)
(4.5230) sl 83 (oadaiil) (gl & sl as ibluad aladl  sloall dacsgiall da of (7) o) Jgoad) oy
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iy paell daajp by s P=.000<0.05 AV Jlaia) o Lasg ¢ puledll )<l Gubiie o o 5ady
ISl (B il day adlsy Glay Lad dial) oDl Glls) awgie g Lisine g dgag AL Abad) daaydl
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057 .698 4.55 152 L gl gisal)
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074 913 4.34 152 I i i gin tie Lgialla s i)
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t df Sig. (2- Mean Difference
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b ol
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sPss26 (Ao Aaic Yl dald) s a1 juad)
(4.4391) Lasall 53y (LaslsiSill & puall) 2ms hlaad alall leall Javosiall e ¢ (9) a8y Jgaall cm
Gilse Aoy LlaY) Jlis « [5— 4. 21l (ain (2) a8y ol oy iy ¢(3) el Jansgio o 3
iy paall daajp by lals P=.000<0.05 AV Jlin) o) Lasg ¢ suledll cil Guliie @l o 5ad
Laglsisall b puadil) 2 adlsy Glat Lk Aiaall b ibla] Jasie (p Ligine Cillig s 3gnss A Abad) duia i
bl Jae il 8 LnglgiCal (8 sl sm iy (o) i) (S adley ¢ painall Jansgia (g Ll B3] alad 2alS
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Mean Deviation
Baiusall algall g Lndi¥) £ o5 judthy i) a6y
.061 755 4.51 152 ]
AY G o cplalall )
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Ao e

AY G Ga Cplalally Daaal) Jaal) cig s pass ) i) 2y

.068 .837 4.38 152 gl sy 1105

Spss26 uja Alaie WL Ealulf das) ¢ 1 jdaall
Do S aleall (8 sl aad Qe Led dipall )8 LY daleall illavgiall 08 o (10) a8y Jgaall o
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N Mean Std. Deviation Std. Error Mean
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_ 95% Confidence Interval of the
t df Sig. (2- Mean Difference
tailed) Difference
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L]

“’iw“" | 28.416 151 .000 1.44408 1.3437 1.5445

$Pss26 (s iVl Caldl dlas) G 1 jsaal)
25 (4.4441) sl oY (plead) B usll) ey Shlaad alad) lend) Jacsgiall dad o (11) a8y saadl cpn
Bads (38ge dayn DY) Qg ¢ [5 — 4. 21 ]l (e (2) ) Jsand) mn adiig ¢(3) (ubiiall Janegin (o
A jill g paall duajd iy lald P=.000<0.05 aNVall Jlis) of Lasg ¢ oanbadd) S Gubiie il e
Blaf olad 2alS algall (B sl sa aly Glaty Lk disad) 3D Slla] Jacesia G Lsinae g gm0 ALY AL
aipe adly 9 duhll Jas i) (B algall (8 pasall ae a8ly O Jodll (S dddes caaina) Jawgia Gy il
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Std. Error Std. Mean N
Mean Deviation
.066 .809 4.41 152 el 413 g daua cilall § (381 jall aad
.048 .593 458 | 152 A58y g daud) g ililuall EMan L paal) Bitsy
.050 .619 453 | 152 | AU LA 4 jaall 5 5 lgalls Ci paal) A Cplalal) Jlead) piay
JARtAal g el A o
.057 .700 4.49 152 A i (e quag g edlaall JSLéay i paall algy
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SPss26 (A5 sVl Caldl) das) (e 1 juaal)
ST A pad) dardl 5ass 2ad (i Led Liall 3l GlLAY Auleall Gllacgiall 2 o (12) &) Jsaall o
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Cilla] bugie O dusine lig s g Y rdsh A ddpaall dardd) Bags adlsy (sl Lo desaldll Do pdl) Lo
sinal) Jacsgie (g ddpuaal] dasdl) Baga adlsy (3leiy Lo Al o)l
Ldyaal) Lasdl) Baga sl slual) Jacigl) L) il :(13) o) Jgaad)

N Mean Std. Deviation Std. Error Mean
4 paal) Ladli Ba5a | 152 | 4.4803 .53599 .04347
Test Value =3
) 95% Confidence Interval of the
i df Sig. (2- Mean Difference
tailed) Difference
Lower Upper
4ardl) 53
i f 34.049 151 .000 1.48026 1.3944 1.5662

spss26 (s AlaisYL Ealdl dlas) ¢ 1 uaall

oo w5 (4.4803) (Lbyadll Leadl) 53ga) du bl alal) leall lavsgial) dad of (13) a8y Joaall
e Bad Gilge dapn LY dilig « [5 — 4. 21 ]l e (2) o) Jgaad) runy aiig ¢(3) ebiiall Jaigia
ol iy paall daiajd iy Wls P=.000<0.05 aVall Jlas) o g ¢ ouleall @Sl Gl ¥ lae
Lacigia (g Aadpaall Laxdl) Baga alss lat Lo diall 081 bl Jansgia (p dgine Cllig 8 2gng AL Al
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rabual jLas)
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c alaall ¢l lage aaan (B) dbeaall y& sVl cDlalae 10 IS e A juadn A dlael) S ag
bl Ligine o aSall (Sig) dflany) VAl (goiwas Al daaal) paail (Beta) Lkl
48 paal) daddl) Saga ge. !l B0y el asmiall lasiy) zigal gadla 1(14) a8y Jgaad

Model Summary
Model R R Adjusted R Std. Error of
Square Square the Estimate
.865° 748 741 1.36262
ANOVA?
Model Sum of df Mean F Sig.
Squares Square
Regression 811.580 4 202.895 109.275 .000°
Residual 272.940 147 1.857
Total 1084.520 151
Coefficients?
Unstandardized Standgrdlze
Model Coefficients Coefficients T Sig.
B Std. Error Beta
(CO”)Sta”t 3.067 977 3.138 002
(st o)
Pre .253 .081 .215 3.141 .002
b il
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b il
Ui il 101 072 .009 133 .004
b ol
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