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(1) Chaudhuri, Kristof, ( 2011), Issues in Customer Intelligerced Data and Method Creativity to

Improve Marketing Decision Making, Dissertation Submitted to The Faculty of Economics and

Business Administration of Ghent University in Fulfillment.
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your Business , Market Research with Intelligence, www.b2binternational.com
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ABSTRACT

Abstract

The research aimed to identify the role of marketing intelligence in
developing services of Palestinian banking sector. Six different sources of
marketing intelligence (bank employees, employment centers, laws and
legislations, market information, competitors, customers) are used. In
addition, the descriptive analytical approach is used to test research
hypotheses and data was collected using three questionnaires designed to
analyze the views of bank customers, employees and top management of
banks under research. Research population consists of four local banks
and the researcher used complete census method with top management of
banks under research due to the small size of study population. The
regular random sampling technique was used with customers and
stratified random sampling technique was used with bank employees.

The research found that there is a statistically significant relationship
between marking intelligence and service development for customers,
employees and top management. Also, the research found that there are
no statistically significant differences among the average estimations of
research sample regarding these fields which are attributed to
respondents.

The researcher presents some recommendations which can enhance and
increase the service level of banking services provided by local banks in
order to achieve gains for banks and customers together. The most
important recommendations are as following:

1. It is important to enhance the role of employees in acquiring
marketing information from customers.

2. Itis necessary to provide customers with chance to give their opinions
and criticisms of bank policies.

3. It is important to pay attention to the available marketing information
in order to reduce times of reactions to sudden changes of some
legislations.
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Introduction

Marketing intelligence system is one of the relatively modern concepts
compared to other marketing activities. Also, is one of the main
components of marketing information systems. Marketing managers
collect information through competitor movements, commercial releases,
talking with customers, suppliers and other governmental agencies and
meeting with managers of other companies. In addition, marketing
intelligence refer to skills, techniques, applications and practices used to
support decision-making. International banks pay much attention to
marketing and using new marketing concepts and strategies in order to
maintain their market share and guarantee growth and development in
services provided to customers as these services face intense competition
in marketplace. A new report issued by Gartner for Marketing Research
indicates that spending by banking sector in the Middle East and North
Africa on collecting information during 2015 reached 12.9 Billion dollars
compared to 12.8 billion dollars in 2014. I.e. there is an increase of 0.1%.

Banks play an important role in economic life. They are the base of
modern economic system and it is impossible to imagine world trade
without them. As a result, it is important to pay much attention to this
sector in Palestine, especially the Palestinian banking sector. The most
recent report of Palestinian Monetary Authority in 2014 indicates that
total deposits of Palestinian banking sector reached 9.9 billion American
dollars and net assets reach 12.1 billion dollars. Therefore, this sector is
careful to develop its services in order to achieve its vision of leading in
international banking sector.

The correlation between marketing intelligence and service development
in Palestinian banks is clearly evident through the realized significant
results which achieve gains for customers and banks together. Today,
information is a main resource of any institution more than any time in
the past. It is like capital and human resources as it contributes to
increasing firm productivity and effectiveness and it is a decisive weapon
In encountering intensive competition.

Based on the above, this study seeks to study the role of marketing
intelligence in developing banking services of Palestinian banking sector.
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Research problem :

Palestinian banks suffered and still suffer from pressure in providing
services and baking facilities although the Israeli siege has directly
affected the Palestinian economy including reserving funds, irregular
payment of employee salaries and bad living conditions. Although the net
profits of local banks operating in Palestine increased during 2014 to
reach 67.3 billion dollars compared to 65.5 billion dollars in 2013 , i.e. a
growth of 2.7%, the typicality of providing those services and facilities
does not protect banks from criticisms. Palestinian banks try hard to
improve anything than can be improved and develop their performance in
the field of providing banking services and facilities. Accordingly, banks
should develop and follow a marketing strategy which enable them to
bear the forthcoming changes. Failure in developing marketing strategy
may lead to bank retreat and weakness compared to other currently
competing banks. As marketing intelligence system is one of the reliable
sources for providing marketing data, we find that marketing
organizations do not put much importance of this source as much as their
reliance of records, documents and other sources for providing marketing
data. As a result, marketing policy development lacks the source of
marketing intelligence. Therefore, the researcher tries to identify the role
of marketing intelligence system developing banking services in
Palestinian banking sector as an excellent method and experience which
will contribute to identifying drawbacks and weaknesses in different
administrative aspects of banking sector in Palestinian. This is achieved
through a field practical study.

Drawing on the above, the problem of this study lies in the following
main question:

What is the role of marketing intelligence in developing services of
Palestinian banking sector? From this question, the following sub-
questions are derived:

1. What is the role of bank employees in developing services of
Palestinian banking sector?

2. What is the role of employment centers in developing services of
Palestinian banking sector?
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What is the role of laws and legislations in developing services of

Palestinian banking sector?

What is the role of competitors in developing services of Palestinian

banking sector?

What is the role of market information in developing services of

Palestinian banking sector?

What is the role of customers in developing services of Palestinian

banking sector?

Research objectives:

1.

Identifying the role of marketing intelligence in developing
services of Palestinian banking sector.

Showing the relative importance of each variable of marketing
intelligence variables and other dependent variables of banking
services.

Detecting any statistically significant differences among average
responses of respondents regarding the role of marketing
intelligence in developing services of Palestinian sector which are
attributed to top management, employees and customers.

Ordering each of independent variables according to the
importance of their impact on dependent variable.

Presenting findings and recommendations which contribute to
developing services of Palestinian banking sector under attention
paid to marketing intelligence system in banks.

Research importance:

Research importance stems from its contribution to discovering the most
important requirements of marketing intelligence system in developing
services under study and accordingly supporting their role in achieving
development objectives. The research concludes that there is scientific
and practical importance as following:

a. Scientific importance

The scientific importance of research stems from the following:
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1. Current study is an expansion of previous studies which addressed
marketing intelligence and their role in developing services. Also, it is
a response to the call of previous studies for more studies on
developing and operationalizing the role of marketing intelligence in
developing banking services. The number of banks all over the world
in 2014 is 1 million banks, of them 83 Arab banks are among the top
1000 banks all over the world.

2. Trying to discover the relationship between applying marketing
intelligence system and developing services is an attempt to achieve
benefit from Arab environment in general and Palestinian
environment in particular, especially due to what has been taught in
western environment regarding one of the important marketing fields.
This study is a starting point for researchers and others to carry out
more research into this field.

3. Marketing intelligence and their role in developing services is a
modern and continuously developed administrative science which
require many researches and studies to identify the latest marketing
developments in the field of banking services locally and
internationally. The number of banks operating in Palestine at the end
of 2014 is 17 banks and about 253 branches and offices affiliated to
these banks.

b. Practical importance:
The practical importance of this research stems from the following:

1. The researcher tries through this study to measure the contribution of
marketing intelligence system in developing services of banking
sector and to benefit from previous experiences of international banks
through openness to different environments and cultures which could
develop Palestinian banks.

2. Building the effective correlation between banks and their employees
in a way that maximizes bank objectives and objectives of their
employees and customers. This is achieved through support given by
top management in developing suitable strategies and policies for
achieving the desired organizational behavior, creating value for
subordinates and making the best use of human resources through
merging different skills and knowledge from all management levels.

Vi
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In the end, this results in developing banking services according to
customer tastes.

The study tries to help banks to achieve competitive advantage, build
strong relationships with customers and look for new categories of
customers to whom banks can provide services which are consistent
with their needs and desires. This cannot be achieved except through
marketing research, especially marketing intelligence. It is expected
that the size of spending on searching for marketing information by
banking sector in the Middle East and North Africa will reach 12.9
billion American dollars in 2015 compared to 12.8 billion American
dollars in 2014.

Research hypotheses :

Man hypothesis 1: there are statistically significant differences among

average responses of respondents regarding the role of marketing

intelligence in developing services of Palestinian banking sector

which are attributed to top management, employees and customers.

Main hypothesis 2: there is a statistically significant relationship

between marketing intelligence and developing services. From this

hypothesis, the following sub-hypotheses are derived:

a. There is a statistically significant relationship between bank
employees and developing services.

b. There is a statistically significant relationship between employment
centers and developing services.

c. There is a statistically significant relationship between laws and
legislations and developing services.

d. There is a statistically significant relationship between competitors
and developing services.

e. There is a statistically significant relationship between market
information and developing services

f. There is a statistically significant relationship between customer
information and developing services

Main hypothesis 3: there is a statistically significant relationship

between marketing intelligence and developing services. From this

hypothesis, the following sub-hypotheses are derived:

a. There is a statistically significant relationship between marketing
intelligence and tangibles.

Vil
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. There is a statistically significant relationship between marketing
intelligence and reliability.

. There is a statistically significant relationship between marketing
intelligence and responsiveness.

. There is a statistically significant relationship between marketing
intelligence and trust.

. There is a statistically significant relationship between marketing
intelligence and care.

Vil



