slsiSilly pslall Olrgull axals
W)l o lwl,all als

axS glaudl anill lowwell g0l
aocxxdl 619> Hus adlall (9

The Mediating Role of Behavior Intention on the
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Banking Image

9 pgladl juiauzle a> 5 Juid (WaoSs casu
JlacYl 5,15

)l lag]
058l ]

wess wlall s
el A aae

2013 0



Sl J:

(o8 lo3fads 350 08 13] g da ol LT Ls
Jos 3]s 5.5 2Dl s |Mls ouLi:;JI
28io Is Ll ol 2 Dl g 857 1958005 |53
35 Oolasi ay alls wls 55 alall ledsl oualls
)

oulagll alll §o
) @Vl raslxall 6 ) gum

11)



clha )l

2l pilog I (e Sl saxd LI
ail> wlsiw (wilxdg (sinle o
solol ads clolg 831,15 sgall sillac] o I
2 o) il
I I Alol Lo el I
Lo wiliz Yo 3l ol esdladl sl L
8>lawg Yoz g
P Aol Lo el I
Sraf iy (58 39 a8l Glol ]
Olgaicy silsalo 8¢l pgro ciiad yo
ool
VTS I lol Lo Ll W)
Mo o W 29 (sighdl) pp o
dioll a=92Jl (Mo jo



exiil Ol V] plaodl Isn 9 imanss V
Ul I ..reoliioV] pulacg Skl yallsu
Lo aliasg aislan Vgl (sall sl
pladl 92 (ssle (09 (isal O canloianl
a9 xollg .

a>lo | Sl Sl padil Las
azol>) anusll Lixols ,a95)l sloxl
Lz l5iSilly polall ylogaull).
adSs g yaill aiad sliosc] groz> s
ol (nigie uiall a,ludl wlwl, ol
2958l Sl pasly .. a9 ,mallg
wle o unall panl el U 91300 /dalall
aidgg oxrgxu J3uws ol sillg allw,ll 0a
allw |l oo slacY (sgr>g9ig Soliv,l (9.
2 209 pdlw o JSI LSl easil LS
3929l juz | allw l 03n Tz vl



awl, | Laxlo

ol V] apuslit)] & ol pgo Jouao dlinio Y axndll 6 5.l Jioi
6392 o 6 bledl a8l e S 5 cilS cwi il wlwl)adl plaso
3 o izl de awl, ol 0dd calas 13 Mosdl Lio g dosxll
b 5 Vg ainddl 8,5 uall (e a9, anll loal 839-2) il
a8 20 Mozl aSoludl Llsil (e ax uanll wloasdl 8592) uivlioll
el anln) Llsi oon J w8, luanll lgoris (il wloaxll ol palilss
Liauls gl donioll a9 panll closll agSl)o] seimo 49,009 ambu
wloa sl e pgilasl b aigSioll ayindll 6,0 all (Lo 9, sill
ajwpiamagmjéJgﬂ@Jﬁp.gJ&owl a9 panll.

aloy uy aslgiins ains e ol gioll dawl,all caorxiwl
pslo 3l &Y g alola)l 9, Lanll Mot (o 85 a0 (240) lgaz>.

Mol anil 6,9a)l goum> gilid] N> oo awldl elogig
wloxs o anarii Log anlrewdl 9 ,luanll gt agiladl 9 aigSall
igind)l 89 alls a9, unall ol 8302 o dulnl a8Me xzeig
ST Lod arawgalolly dalziwYly aploicl o] ol dawl,a)l elogis
o il Jobludl o awl,o)l iy oS edasdl ol sle Tl sledl
Joladl ol odl dwl,all cdogi LaS aqinall 6,5all e b uils
i)l 8 9ually dmwgololl Hu &8Nl lawgis sgize il ol (ulzl.

i ailly s laill coldl 8 @l o sa2) awlyall clogs



Abstract
The mental image of any establishment represents an important

source of the competitive advantage, nevertheless, most studies focussed
on the direct relationship between service quality and customer
satisfaction. Therefore, the present study sought to investigate the direct
effect of the quality of banking services on the mental image and the
indirect effect of the quality of banking service on the behavioral
intentions towards the service provided by the banks, whether they are
positive or negative intentions and to get acquaintance with the level of
their perception of the banking service provided to them, and likewise to
get acquaintance with the mental image formed in their minds concerning
the banking service provided to them, whether it is a good or bad mental
image. The study adopted the descriptive method on a simple random
sample which consisted of (240) individuals from the customers of the

banks operating in Khartoum state.
The findings of the study indicated that the customers good mental

image formed in their minds on the Sudanese banks and the services
provided by them and that there is a positive relationship between the
quality of banking services and the mental image. The study also found
that reliability responsiveness and tangibility are the most dimensions in
terms of impact on the customers behavior. The study also indicated that
the negative behavior has a negative impact on the mental image
likewise, the study found that positive behavior has a moral impact
between tangibility and the mediating mental image. The study arrived to
a number of effects of the theoretical and applied aspects in addition to

suggestions for future studies.
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