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Abstract To retain customers, a high level of service quality is an essential
factor in the banking industry. In contrast to the previous
government, Afghans are now more driven to follow religion in
their daily lives following the Taliban's 2021 August 15 takeover in
the country,while questions about the extent of service quality
and religious factors that the Islamic banking sector will provide,
as well as how to gain customer retention with the needed
quality service provision that customers demand or perceive
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from banks, remain unanswered. Hence, this article aims to
determine how religious variables together with service quality
factors affect customer retention of Islamic banks in the
southwestern region of the country. The data was collected using
a heterogeneous purposive sampling (HPS) strategy for all the
Islamic banks in the region. To investigate these relationships,
the study used factor analysis, and multiple regression with SPSS
version 26.00. The study finds that all Islamic banking service
quality and religiosity determinants are positively significant in
influencing customer retention in the southwestern zone of
Afghanistan. Each SERVQUAL dimension had varying degrees of
influence on customer retention, with empathy, reliability,
responsiveness, assurance, and tangibility having the most
significant influence. Religious motivation was the most
influential element of customer retention concerning religious
determinants. This indicates the importance of emphasizing
religious motivation and employee -customer connection by
Islamic banks. In addition, the findings revealed that a high level
of service quality plays a significant role in customer retention in
the Islamic banking system.This study combines a cross-sectional
analysis with a case study of a particular national zone. As a
result, the outcomes might not be generalizable to the entire
nation. It would be good to perform these studies because they
are conducted similarly in other nations (such as the ASEAN
countries). Future research may look into other antecedents of
customer retention that were ignored in this study (such as trust
and commitment).The findings of the study therefore may assist
policymakers in improving the current banking industry by
focusing on the Islamic banking system, which would be able to
restore service quality and religious motivation among
customers as they believe in the Islamic banking system, which
will contribute positively to economic growth.

Keywords Author Keywords: Islamic Banking; Customer Retention; Religiosity;

Southwestern Afghanistan

Keywords Plus: CONSUMER-BEHAVIOR; SATISFACTION; COMMITMENT;

ATTITUDES; LOYALTY; MODEL

Addresses 1  Kandahar Univ, Kandahar, Afghanistan
2  Int Islamic Univ Malaysia, Gombak, Malaysia

Categories/
Classification

Research Areas: Business & Economics

arrow_drop_down

arrow_drop_down

12/23/24, 10:40 AM Roles Of Service Quality And Religiosity in Determining Customers' Retention In Islamic Banks: Empirical Evidence From S…

https://www.webofscience.com/wos/woscc/full-record/WOS:001222470500001 2/4



Citation Network

In Web of Science Core Collection

0 Citations

60
Cited References

How does this document's citation
performance compare to peers?

Data is from InCites Benchmarking &
Analytics

Use in Web of Science

2 2
Last 180 Days Since 2013

This record is from:

Web of Science Core Collection

Emerging Sources Citation
Index (ESCI)

Suggest a correction
If you would like to improve the

Citation

Topics:

6 Social
Sciences

chevron_right

6.3
Management

chevron_right

6.3.65 Customer
Satisfaction

Web of Science
Categories

Economics

Language English

Accession
Number

WOS:001222470500001

ISSN 2147-9054

eISSN 2148-3809

IDS Number E9U0Z

remove

 See fewer data fields

arrow_back Open comparison metrics panel

12/23/24, 10:40 AM Roles Of Service Quality And Religiosity in Determining Customers' Retention In Islamic Banks: Empirical Evidence From S…

https://www.webofscience.com/wos/woscc/full-record/WOS:001222470500001 3/4

https://www.webofscience.com/wos/woscc/general-summary?queryJson=%5B%7B%22rowBoolean%22:null,%22rowField%22:%22TMAC%22,%22rowText%22:%22%5C%226%20Social%20Sciences%5C%22%22%7D%5D&disableEdit=true
https://www.webofscience.com/wos/woscc/general-summary?queryJson=%5B%7B%22rowBoolean%22:null,%22rowField%22:%22TMSO%22,%22rowText%22:%22%5C%226.3%20Management%5C%22%22%7D%5D&disableEdit=true
https://www.webofscience.com/wos/woscc/general-summary?queryJson=%5B%7B%22rowBoolean%22:null,%22rowField%22:%22TMIC%22,%22rowText%22:%22%5C%226.3.65%20Customer%20Satisfaction%5C%22%22%7D%5D&disableEdit=true
https://www.webofscience.com/wos/woscc/general-summary?queryJson=%5B%7B%22rowBoolean%22:null,%22rowField%22:%22WC%22,%22rowText%22:%22Economics%22%7D%5D
javascript:void(0)


quality of the data in this record,
please Suggest a correction

© 2024 Clarivate

Training Portal

Product Support

Data Correction

Privacy Statement

Newsletter

Copyright Notice

Cookie Policy

Terms of Use

Manage cookie preferences Follow Us

  

12/23/24, 10:40 AM Roles Of Service Quality And Religiosity in Determining Customers' Retention In Islamic Banks: Empirical Evidence From S…

https://www.webofscience.com/wos/woscc/full-record/WOS:001222470500001 4/4

javascript:void(0)
http://clarivate.com/
https://clarivate.com/webofsciencegroup/support/wos/
https://support.clarivate.com/ScientificandAcademicResearch/s/?language=en_US
javascript:void(0)
https://clarivate.com/legal/privacy-statement/
https://discover.clarivate.com/preferencecenter_en
https://clarivate.com/legal/copyright/
https://clarivate.com/legal/cookie-policy/
http://wokinfo.com/terms
javascript:void(0);
https://www.twitter.com/ClarivateAG
https://www.facebook.com/clarivateag

