Service quality and customers satisfaction in Pakistani

Islamic banks

Submitted By:

Usman Altaf
01-120122-089
Dated: December 22, 2015

Supervisor:

Sir. Shahzad Butt



Acknowledgment

I am happy to send my appreciation and thanks the people who encouraged and supported me,

that made possible successful completion of my final thesis.

In the first place, | would like to express my most profound appreciation to my supervisor sir.
Shahzad Butt, Senior Lecturer; for the direction, empowering talks, important remarks and
support. 1 have been furnished with direction and support from starting the thesis until the
completion of the thesis. During this time, | have learned through productive remarks of my

supervisor.

I might want to thank my valuable family and companions for their consolation and motivational
backing through my lifetimes and for continually being "wind underneath my wings". My special
thanks to my friends Syed Haris Ali, Peter Habib, Talha Nawaz, Asaad Farooq and Hassan Ali

for giving significant time and support during the study.



Abstract:

Banking sector in Pakistan is facing many challenges and also growing rapidly especially the
Islamic banking. During the last decade the Islamic banking industry is flourishing even the
commercial banks are compelled to face the challenge and capturing the market share by offering
the Islamic services windows along with the conventional banking services in Pakistan. But it is
to be determine that , are these banks offer Islamic banks services, however if they offer such
types of services then how is sharia compliance and service quality is followed by these banks in
order to satisfy their customers. Pakistan is Muslim based country and has a particular banking
environment so, by keeping in view this situation a model is developed named SQPIB (Service
Quality in Pakistani Islamic banks). Using the questionnaire technique a questionnaire is
developed by modified SERVQUAL model for measuring service quality in Pakistani Islamic
banks. The resulting instrument is intended to help the managers of Islamic banks based in
Pakistan to measure their service quality and focus their attention on the service quality
dimensions, promotion strategy for the awareness of the Islamic bank services that matter most
too current and potential customers. By using the SQPIB tool the questionnaire is distributed to
the 214 customers of both Islamic banks and no Islamic banks.

This service quality tool measures the service quality as perceived by people. The instrument
includes thirty-two items and by using factor analysis, which are grouped into five dimensions
named as: responsiveness, accessibility, and bank image, credibility and Islamic tangibles. The
contribution of this study is the proposed service quality tool for the Pakistani Islamic banks
SQPIB. SERVQUAL cannot be the universal quality tool due to difference in business
environment and its validity across borders and the scale construct as items can beaffected by
different contexts. SQPIB is developed for the Pakistani Islamic banks to the researcher’s
knowledge, very few service quality models have been developed for the Islamic banking

industry in Pakistan
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