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ABSTRACT

THE ROLE OF BANKING SERVICE INNOVATION IN IMPROVING MARKETING
PERFORMANCE IN A NUMBER OF BANKS IN ERBIL GOVERNORATE

The research aims to demonstrate the role of banking service innovation in improving
marketing performance on a number of banks in Erbil Governorate, and based on a
hypothetical model, which takes into account the nature of the relationship between
banking service innovation and achieving marketing superiority, and on this basis two

basic hypotheses were built from which a set of sub-hypotheses emerged. .

In order to achieve the goal of the research and to complete the requirements of this
study, the researcher started preparing a theoretical framework by benefiting from the
literature on the subject, and a group of banks in Erbil governorate was chosen to
conduct the field aspect. Data from the field side, and through some statistical
methods, the results were analyzed and hypotheses tested. The most important
conclusions were to note an increase in banking service innovation in both quality in
banks, cost, level of service innovation and customer satisfaction, as well as the level
of customer loyalty, market share and level of marketing performance indicators, and
from that we conclude There is a direct relationship between the innovation of the
banking service and each of the customer satisfaction, customer loyalty, and the
protective share.

Among the most important results that were obtained:

1 -There is a significant effect of the two innovation elements on the level of individuals

and procedures in each of the tangible aspects, reliability, responsiveness, and safety.

2 -There is a significant effect of the two components of marketing innovation on the
level of individuals and technology in terms of empathy, but this effect was not
significant with regard to innovation at the level of procedures in the quality of service

in terms of empathy.

Keywords: marketing performance, innovation, banking service
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ERBIL VALILIGI'NDEKI BAZI BANKALARIN PAZARLAMA PERFORMANSINI
iYILESTIRMEDE BANKACILIK HiZMET INOVASYONUNUN ROLU

Arastirma, bankacilik hizmet inovasyonunun Erbil Valiligi'ndeki bir dizi bankanin
pazarlama performansini iyilestirmedeki rolinu ve bankacilik hizmet inovasyonu ile
pazarlama Ustunlugunt elde etme arasindaki iliskinin dogasini dikkate alan
varsayimsal bir modele dayal olarak gostermeyi amacglamaktadir. bu temelde, bir dizi

alt hipotezin ortaya ¢iktigi iki temel hipotez inga edildi.

Arastirmanin amacina ulasabilmesi ve bu ¢alismanin gereklerini yerine getirebilmesi
icin arastirmaci konuyla ilgili literatirden yararlanarak teorik bir gergeve hazirlamaya
bagslamig ve saha yonunu yurutmek tzere Erbil Valiligi'ndeki bir grup banka segilmistir.
Saha verileri ve bazi istatistiksel yontemlerle, sonuglar analiz edildi ve hipotezler test
edildi.En énemli sonuglar, bankacilik hizmet inovasyonunda hem bankalarda kalite,
maliyet, hizmet inovasyon duzeyi ve musteri memnuniyetinde bir artis oldugunu not
etmekti. mUsteri sadakati duzeyi, pazar pay! ve pazarlama performans gostergelerinin
duzeyi olarak ve bundan yola g¢ikarak, bankacilik hizmetinin yenilikgiligi ile mugteri
memnuniyeti, musteri sadakati ve koruyucu payin her biri arasinda dogrudan bir iligki

vardir.
Elde edilen en 6nemli sonuglar arasinda:

1- Iki inovasyon unsurunun, somut yonlerin her birinde, givenilirlik, yanit verebilirlik ve

guvenlikte bireyler ve prosedurler Uzerinde dnemli bir etkisi vardir.

2- Pazarlama inovasyonunun iki bileseninin birey ve teknoloji dizeyinde empati
acisindan anlamh bir etkisi varken, hizmet kalitesinde prosedurler dizeyinde empati

acisindan bu etki inovasyon agisindan anlaml degildi. .

Anahtar Kelimeler: pazarlama performansi, inovasyon, bankacilik hizmeti
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