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The Impact of Mental Conflict and Personal Characteristics on Perceived

Services and Its Role in Bank Selection (Case Study: Agriculture Banck)

Samaneh Ramezani Ziarani' and Reza Shabannejad?

Abstract

Given the increasing expansion of trade and increased competition in global markets,
knowing and understanding the personal attributes of individuals to create the services and
products they need is clearly evident. Simply put, the more companies and institutions
recognize these features, the more likely they will be to market success. Understanding
the characteristics of people can be seen in the mental conflicts of individuals that affect
their decisions and choices. This mental image helps to better understand the service. This
research is methodologically based on the philosophy of positivism, deductive
punishment, descriptive scrolling, and in terms of combined correlation and one-sectional
method. This study examines the effect of mental conflicts and personal characteristics of
individuals on perceived services and their role in choosing a bank. . The data collection
method through library and Likert Scale questionnaires, collected from the estimated
sample by Cochran model, which consists of 380 customers of branches of agricultural
bank of Qazvin province, were collected and then tested using reliability and reliability
tests. The Cronbach's Alpha and Statistical Analysis Technique, as well as multiple
regression tests of R?, Q% and RSquares using the LISREL 8.58, SPSS20 softwares, have
been used to test hypotheses. The results show that the motivation of customers to enjoy
quality, quality Services, customer culture, economic status, and occupation on perceived
services are effective and perceived services Select Bank study is impressive. The results
of the RSquares test indicate that 73% of the services are perceived by the variables of the
research, and also the perceived service variable can explain 64% of the variance of the
bank selection, as a result of the two main hypotheses and the six sub-hypotheses all
confirmed and the coefficients of severity Each has been calculated.

Keywords: Mental Conflicts, Perceived Services, Personality Traits of Individuals.
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