
 -321- 

Appendix A 
Appendix A1: Questionnaire Design 

Appendix A2: Questionnaire Design 



 -322- 

Appendix A1 
 

 

Sudan University of Science & Technology 

College of Graduate Studies & Research Science 
 

The Impact of Marketing Information System on   the Customers’ Equity 

Drivers. The Mediating Effect of Competencies Based and Moderating 

Role of  Organizational Variables 

Study on Sudanese Banking Industry  

Banking Customers Questionnaire 

 

 
 

All information will be treated as STRICTLY CONFIDENTIAL and will be used for an academic purpose only. 

Please feel free to contact the researcher if you may need any information concerning the questionnaire. 

 

Name of Researcher: Mohammed Salih Yousuf  

Mobile: + 249 122809296- + 299 912156135 

E-mail: ms.yousuf@hotmail.com 

Section 1: General Profile. 

This section consists of general questions, which are important for us to know about the 

backgrounds of our respondents in general. Please tick (√) clearly in the space that represents the 

most appropriate answer for your case, as what provided below. 

 

1- Please Mention your Bank's Name. 

 

 

 

 
2- Your age. 

 

 

 
 

 

 

 

3- Your Gender: 

 

 

 

 

              

1/Less than 30 year 2/ 30 less 

than 40 year 

3 / 4o less 

than  50 

year 

4/ 50 less 

than  60  

year   

5/More than 60 

year 

     

  Male   Female 

  

PLEASE NOTE: This questionnaire must only be completed with the senior marketers  of Sudanese bank 

and have experience for fifteen years as minimum   in bank work. 
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4- Your marital Status:                     

1. Single 

 

2. Married 3. Others 

   

5- Your Educational Level: 

  

 

 

 

 

6- Work Experience in banking : 

1/ (10 

less than 

      15 

year) 

2/ (15 

less 

than 2o 

Year )  

3/ (20 

less 

than  

25 

Year)  

4/ (25 

less than 

30 Year) 

5/ (30 

less than 

to 35 

Year) 

6/(3 5less 

than 40 

year)  

7/( More than 

40 year) 

       

 

Section 2: This section inquires about Marketing Information system Variables regarding bank 

system quality, information quality, support service quality, and the marketing orientation available 

by your bank. Please circle the most appropriate number after the following sentences according to 

your opinion about your bank (to the best of what you knew). 

Strongly disagree Disagree Neutral Agree Strongly agree 

1 2 3 4 5 

Item Statement  Strongly                 Strongly             

Disagree                    Agree                  

                                 System quality  

1 My bank system provides accurate information.      

2 My bank system is efficient.      

1/ Secondary  2/ Graduate 3/ Postgraduate 
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3 My bank system has quick response time                                                                 

4 My bank system has easy access.                                      

5 My bank system has easy use.      

6 My bank system has friendly working environment.      

Item Information Quality                                                        

1 My bank information is clear.      

2 My bank information has format.      

3 My bank information is up to date .      

4 My bank information has timeliness.        

5 My bank information has precision.      

6 My bank information has completeness.      

7 My bank information has conciseness.      

8 My bank information has reliability and relevance.      

Item Support Service  Quality 

1 My bank has recruitment and selection of the best 

possible personnel. 
     

2 My bank training is claimed to be one of the 

essential features for improving service quality. 
     

3 My bank teamwork is often seen as a means of 

supporting willingness to deliver service quality. 
     

4 My bank empowerment of front- line staff could be 

fundamental to achieving and improving the level of 

support service  quality. 

     

5 My bank performance appraisals and reward gives 

the right directions to workforce. 
     

6 My bank communication (two-way internal) as 

upward and downward. 
     

7 My bank has strong service oriented culture which 

enhances the service quality. 
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Item Marketing Orientation 

1 My bank marketing orientation comprises customer 

orientation  
     

2 My bank marketing orientation comprises 

competitor orientation. 
     

3 My bank marketing orientation comprises inter-

functional coordination.  
 

 

 

 

 

 

 

 

4 My bank marketing orientation comprises an 

intelligence collection.  
     

5 My bank marketing orientation comprises an 

intelligence information dissemination  
     

6 My bank marketing orientation comprises response 

to intelligence.  
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 Section 3: Please circle your level of competencies based in the following areas: 

 

Item Personality Competencies             

1 In my bank employees persevere until the task is 

finished. 
     

2 In my bank employees do a thorough job.      

3 In my bank employees are  full of energy.      

4 In my bank employees do things efficiently.      

5 In my bank employees generate a lot enthusiasm.      

6 In my bank employees get nervous easily.      

7 In my bank employees worries a lot.      

8 In my bank employees can be tense.      

9 In my bank employees are depressed, blue.      

10 In my bank employees Value artistic, aesthetic 

experiences. 
     

11 In my bank employees have few artistic interests.      

12 In my bank employees IS is sophisticated in service 

value. 
     

Strongly disagree Disagree Neutral Agree Strongly agree 

1 2 3 4 5 

Item Organizational competencies 

   1 My bank organization is highly proper.      

2 My bank organization is responsive to customer 

needs. 
     

3 My bank organization has competitive capabilities.      

4 The bank employee satisfaction attracts the best 

employees. 
     

5 My bank employee satisfaction leads to retention of  

the best employees.  

     

6 My  bank employee satisfaction leads to more highly 

motivated employees. 

     

7 My  bank employee satisfaction leads to more highly 

customer-conscious employees. 

     

8 My bank development of specific/ individual 

competencies can lead to improvement of work. 

     

9 My bank development of specific/ individual 

competencies can lead to consistent quality of work. 

     

10 My bank helps to improve the self- efficacy of 

individuals. 
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Item Stakeholders Competencies 

1 Banking stakeholders know how to use and interact 

the direction impact of balancing interests value. 

   

 

 

 

 

 

2 Banking stakeholders know how to build talent 

communication relationships from stakeholders 

network. 

     

3 Banking stakeholders know how to model social 

responsibility. 

     

4 Banking stakeholders know how to manage the needs 

of all stakeholders network members to meet long- 

term values. 

     

5 Banking stakeholders know how to set oriented 

policies toward balancing interests value that drove 

performance measures. 

     

6 Banking stakeholders know how to innovate brand.      

7 Banking stakeholders know how to gain positive 

benefits even in difficult and unusual circumstances 

in different market structure. 

     

8 Banking stakeholders know how to use their rights to 

accept or reject balancing interests value. 

     

9 Banking stakeholders know how to use competence 

that is familiar with industry.  

     

10 Banking stakeholders know how to work in an open 

situation. 

     

11 Banking stakeholders know how to seek for 

responsible leaderships that effectively used 

resources. 

     

12 Banking stakeholders know how to sophisticate 

international stakeholders relationship. 

     

13 Banking stakeholders know how to offer customer 

service and after- sales service. 

     

14 Banking stakeholders know how to provide offer in 

home markets that was similar to that in the foreign 

markets. 

     

15 Banking stakeholders know how to seek risk 

minimization in balancing interests. 

     



 -328- 

        Section 4: The following parts describe the organizational variables in your bank, and this 

comes through three concepts (namely; organizational culture, organizational knowledge based  

and organizational IS sophistication). Please circle the most appropriate number after the following 

sentences according to your opinion (to the best of what your knew). 

 Strongly disagree Disagree Neutral Agree Strongly agree 

1 2 3 4 5 

      

Item 

                                     Organizational Culture  

1 My bank is a very dynamic and entrepreneurial place.      

2 The glue that holds my bank together is loyalty and 

tradition.  

     

3 My bank is a very personal place.(e g. It is a lot like an 

extended family.  

     

4 The glue that holds my bank together is the emphasis on 

tasks and goal accomplishment . 

     

5 The glue that holds my bank together is commitment to 

innovation and development. (e g. There is an emphasis 

on being first). 

     

6 My bank emphasizes permanence and stability.       

7 

 

My bank distributes rewards based on rank. (e g. The 

higher you are, the more you get). 

 

 

 

 

 

 

 

 

 

 

8 My bank is very production-oriented.(e g. A major 

concern is with getting the job done).  

     

9 My chief is a risk taker.( e g. They encourage employees 

to take risks and be innovative. 

     

10 My chief is a coordinator and coach.(e g. They help 

employees meet the bank’s goals and objectives. 

     

11 My chief is warm and caring.(e g. They seek to develop 

employees’ full potential and act as their mentors and 

guides. 

     

Item Organizational Knowledge Based   

1 My bank knowledge base has a knowledge 

infrastructure consisting of technology. 
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2 My bank knowledge base has a knowledge 

infrastructure consisting of structure. 
     

3 My bank knowledge base has a knowledge 

infrastructure consisting of culture along with 

knowledge process architecture of acquisition. 

     

4 My bank knowledge base has a knowledge 

infrastructure consisting of conversion. 
     

5 My bank knowledge base has a knowledge 

infrastructure consisting of application. 
     

6 My bank knowledge base has a knowledge 

infrastructure consisting of protection. 
     

Item Organizational IS Sophistication  

    1 At my bank enterprise data maintained within database 

management system.  
          

    2 At my bank application developed by our own is staff 

using fourth generation languages. 
         

3 At my bank microcomputers linked by LANs.            

4 At my bank business transaction is conducted with 

suppliers/customers using electronic data interchange 

(EDI). 

     

5 At my bank data can be shared easily among various 

internal systems 
     

6 At my bank order changes are automatically reflected in 

downstream processes or systems. 
     

7  At my bank our systems can easily transmit, integrate, 

and process data from suppliers and customers. 
     

8 At my bank our systems allow continuous monitoring of 

order status at various stages in the process. 
     

9 At my bank employees can easily retrieve information 

from various databases for decision support (e .g .cost 

information). 

     

10 At my bank all service-related information is available 

on line(e g. catalog, service description, detail 

specification, price & etc).    

     

11 At my bank documents are maintained using imaging 

technologies.  
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12 At my bank customers can customize their orders on 

line without phone, fax, face-to face interactions. 
     

 Section 5: This section is enquiring customer equity . Please circle the most appropriate 

number after the following sentences according to your opinion (to the best of what your knew). 

Strongly disagree Disagree Neutral Agree Strongly agree 

1 2 3 4 5 

      Customer Equity  

Item  Value Equity 

1 

My bank asks our customers to articulate a complete list of their 

needs and requirements-pay attention to what they know that 

they know. 

     

2 
My bank  found out through marketing research what customers 

want more of the bank – whether they are willing to pay for it. 
     

3 
My bank  found out what customers give too much of (time or 

effort, for example) that they would like to  reduce the value. 
     

4 
My bank engaged in marketing research to understand which 

definitions of value are relevant to our customers.  
     

5 My bank tailored offers to focus on different value perceptions.      

6 
For large customers my bank develop individual profiles of 

quality perceptions and drivers. 
     

7 
My bank information system measure our customers' value, 

quality, and convenience perceptions. 
     

8 
My bank engaged in marketing research to probe the    specific 

features that signal quality to customers. 
     

9 
My bank do not automatically assume that low price is what 

customers want. 
     

10 
My bank investigates what customers will pay to get time, 

reduce effort, and add convenience. 
     

11 
My bank  found out from customers what service products or 

outcomes will be valued. 
     

12 
My bank  found out from customers what service delivery 

features can add to the value of our offering. 
     

Item Brand Equity 
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1 

 

My bank determines the right mix of communications strategies 

to effectively reach the bank's current and potential customers. 
      

2 

My bank utilizes marketing research to determine the 

appropriate creative approach (the right message, communicated 

in the right way). 

     

3 
My bank measures the extent to which our  bank is attracting 

new customers.   
     

4 
My bank ensures that our communications strategies effectively 

remind existing customers to return or tell others. 
     

5 
My bank develops communications strategies that build 

emotional ties with our customers.   
     

6 

My bank conducts research to examine the extent to which ours 

communications are watched, read, listened to, experienced, and 

acted upon by the customer and by the bank.  

     

7 
My bank determines our customers perceptions of our bank's 

ethics.   
     

8 
My bank develops a data privacy policy for our organization. 

Communicate it to our customers, employees, and stakeholders.    
     

9 
My bank examine our community record, environmental record, 

and hiring and work practices. Improve where necessary. 
      

10 

 

My bank appoint an executive to be "steward of brand". Have 

this individual look for conflicts within the bank's strategy. 
      

Item  Retention Equity 

1 
My bank  determines the nature and extent of relationship that 

our customers would like to have with our bank . 
         

2 

 

My bank examines our customers switching costs. What do our 

customers have to give up to switch to a competitor. 

    

 

  

 

  

 

   

 

   

 

3 
My bank evaluate whether loyalty programs are important to our 

best customers.  
     

4 

My bank determines whether our bank is up to the difficult 

challenge of developing and implementing a special recognition 

program for our best customers. 
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5 
My bank engages in marketing research to understand our 

customers' interests and emotional links. 
     

6 
My bank provides benefits to our customers that link to 

emotional ties. 
     

7 
My bank found out whether our customers value the idea of 

community prior to implementing such a program. 
     

8 

My bank determines whether our bank has a distinctive" brand 

personality" that may make it a candidate for community 

building.  

     

 

9 

 

My bank before engaging in knowledge- building programs can 

be sure to get customer consent and buy-in for utilizing 

customer information to customize the relationship.  

    

 

  

 

 

  

 

 

    

 

 

   

 

 

1o 
My bank utilize information gained from the customer to build a 

learning relationship and to offer customized benefits. 
     

Notice: If you want a free Copy of the results, it will be sent, kindly write down your name and 

Email in the below box 

 

Thank you for your participation  

 

APPENDIX A2: The Arabic Questionnaire 

Appendix A2  

 ��� ا
 ا���	� ا�����

 

 

  

 

 

Your Name’s  

Email @ 

Your Address  
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�م وا�����������
  ����� ا���دان �
��
  آ 
�� ا��را��ت ا��

  


���تأ������م ا���� �  ،ا���ر ة/وا�#�ار ة�،  ا���� ��  ��*��ق   �)�آ�ت '
&وا���%� �ات ا���
  � ا���0ك ا���دا��  .��'� ا���-ء +&

 
    

ر ا�	�����   آ� ا�	����
ت ا��� ���� ��
     آ� ا�	����
ت ا��� ���� ���
ر ا�	�����   آ���ي، و���� آ �!"� ��
��ُ�������ي، و �!"� ��
� ��  
��
	��$�
   ا��
	��$�أ3$2  أ3$2    ا��$1
ء ا��$1
ء . .  .-$,  .-$, ++آ
د�	�$  آ
د�	ّ�$  ا) ا)'&$�اض  '&$�اض  �� ا

5����5�����. �. 

�> إذا ��  لل ا678
 ا678��

�> إذا ��
7 @�
ج  7َ@�
جُ آ<= آ<= (( Bُ�ّ��7َ ت

رة ا)��C+ي  �����
ت B ��� 7  يّ �����	��
�+�C�
رة ا)	��
�..  

 

• <�
��F: أ�� ا��� G�
H �	@�  

   ٠٠٢٤٩١٢٢٨٠٩٢٩٦: �@	�ل ر�� •

• �Pا��8!��و ����  R :com.hotmail@yousuf.sm<�ان ا�


�+ ):١(ا�-�� R +@	� ��U�@�
 �	��.+ �V�3+ ا�	>� +��>�
� +	�� +�
R +�C�
ر ا�	���VX(ه2ا ا�-�� ��!�ن �� أ� )آ

� ]ا�	!
ن ا�2ي �"!� واGZ .� )  √ (   ا���	� ا���Yر1
ء 
>� �R � �
�� 5 ، آ و ���\
Pأد GZ�� ه� 
	.  

  

�� ا�	�6ف ا�2ي �7	� .�[ ا��1
ء ذآ� أ-١:  

  : ا��	� �
��<�ات-٢

  

       

  

   :ا�<�ع  -٣

  

  

 

٤٤-+�R
  :: ا�@
�+ ا�18	
�R+ ا�@
�+ ا�18	


زب-١١Rزب
R / /+�ز
R+�ز
R    وج-٢٢Yوج��Y�� / /+1وY��+1وY��    �3ي�3ي ا ا-٣٣    

  

  :: ا�	���ي ا�����	� ا�	���ي ا�����	�-٥٥


�Pي -١١U          ي�P
U            ٢٢- ���
1���
1  ٣٣- ���
eق ا��.���
eق ا��.  

      

  

������ ه�� ��� أن � 
�  ��ا�
� ا��
	رة ا���:  g�8ر1
ء  ��
&	رف    آ#	ر "�! �� ا���دا(� )' ا�
0ة  و�.- ,#+ة�ا�  +12 ��
,
�� أ5�	م ، ر7	ء  ا78	�� 2� آ4 ا�����.�2' ا�45 ��3
, �  . ��=�ن ا��
	رة أ���� ا>��#�	ن "

             

��                 ����� 	
� �� 
� ����  ��	
�   ��
� ������	
�  ��
� ������	
�   
� ��� 
� �������	
�	
� 

          

          �  /��� �   �  /���  
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��ة .� ا��	� ا�	�6.� �
��<�ات ��ة ا ��ة ا-٦٦hات��>��
��ة .� ا��	� ا�	�6.� �h�::  

    

  

 وأ4DDD5  وأ4DDD5 ٣٥٣٥  �A( �3آ@+ �A( �3آ@+٤٠٤٠
�DDDDDDDDD"�DDDDDDDDD"٤٠٤٠  

�3��3� 

٣٠٣٠ 4DDD54  وأDDD5وأ 
 �DDDDDDD" �DDDDDDD"٣٥٣٥  

 �3� �3� 

٢٥٢٥  �DD" 4DD5وأ   �DD" 4DD5وأ 
٣٠٣٠�3� �3�  

٢٠٢٠ 4DDD54  وأDDD5وأ 
 �DDDDDDD" �DDDDDDD"٢٥٢٥  

�3��3� 

١٥١٥ 4DDD54  وأDDD5وأ 
 �DDDDDDD" �DDDDDDD"٢٠٢٠  

 �3� �3�  

١٠١٠ �  �3� �3�١٥١٥وأ45 "� وأ45 "
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م ا�	����
ت ا�����-�+    ��� �R ���   �R   ������) ) ٢٢((ا�-��  ا�-��  jP    +�-���ت ا��

م ا�	����jP   B���7 ا���   B���7 م ا���
j>دة ا��e�  م
j>دة ا��e�  ، ، ت

د، ، و�1دة ا�	����
ت و�1دة ا�	����>�
دو�1دة إ>�ا���h+ ا���h+ ) ) د�Rد�R( ( و�1دة إ

�$] ��$� ا�e	�$+ وذ�$5     ا��$1
ء وn$Z داm$�ة �$�ل ا�$��� ا     ا��$1
ء وn$Z داm$�ة �$�ل ا�$��� ا       .. �7	� .�[ �7	� .�[ا�2يا�2يا�	6 � ف ا�	6ِّ�ف �.�ة ��ا�k+   �.�ة ��ا�k+   ��ا�	ا�	ا���1[ ا�����-�   ا���1[ ا�����-�   ، و ، و 
�$] ��$� ا�e	�$+ وذ�5$     �	<
>	�

       ).).[[ ��7	 ��7	��] ا�2ي��] ا�2ي((�7	� �7]�.	� �R 5�]�. ا��<5 ا�2ي ��R 5 ا��<5 ا�2ي ��] رأ��] رأ


م ا�	����
ت ا�����-�+ jPMarketing Information System   

B.أوا 
 �"�ة

B.أوا 
@ �0� B.8 أوا  B.8اوا
 �"�ة


م j>�1دة ا�          System Quality       �>� ا�


��G"	ت �� Iو د (H	م "��G"	ت " & + )'        � J�5١  ٠د 

 ٢  ٠(H	م "��G"	ت " & + )' )G 	ل       

          � G�+� و  � ��و5  ��	��ا� L�  ٣  H)٠	م "��G"	ت " & + (' 

  ٤  ٠(H	م "��G"	ت " & + )' �L د,�ل �.4          

 ٥  4.�٠ ا�8�0Mام(H	م "��G"	ت " & + )'      

     � �2	
2
4 إ7� ���� L� ٦  H)٠	م "��G"	ت " & + (' 

 B.أوا
  �"�ة

B.أوا  
@ �0�  8 B.أوا   B.8 أوا
  �"�ة


ت �1دة ا�	����Information Quality   
�>� ا�

          �PQت " & + )' وا	"��G"١  ٠ 


	ذج          ) 	.�  ٢  ٠"��G"	ت " & + )' 

          �@�0T '( + & " ت	"��G"٣  ٠  

          ��	3
�  ٤  ٠"��G"	ت " & + )' �P& 4 )' ا��U5 ا

          �
=P" '( + & " ت	"��G"٥  ٠  

 ٦  ٠"��G"	ت " & + )' آ	"��          

          ��G"ة+&�M" '( + & " ت	٧  ٠" 

          �J�	
  ٨  ٠"��G"	ت " & + )' ا2�
	د� � و"

B.أوا 
  �"�ة

B.أوا  
@ �0�  B.8 أوا  

 B.8اوا

  �"�ة


د >� Supportد�R ا���h+  /�1دة إ

Service Quality   

�>� ا�

          ���
�P
�� ا� !�
��L ا��0Mام و ا,��	ر �)4X ا '( + & "١  ٠ 
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�Iات ا�X+ور� � ا��0ر�� )' " & + )          ���=�ن ا0T ا Y20" '

�"0M�� �7دة ا��P��٠  

٢ 

           � #Z+�
H3� '( + & " '( 4+ )' أ��Z ا�T�	ن اG�)+�� ا

�"0M�  ٠آ����� 3�8	د و���- �7دة ا

٣  

� أن           =
� �
�! ' ا�M] ا�"	"��� �
����4��M " & + )' ا

 �"0M����ي �7دة ا" ���P� ز و	إ(� '��=�ن ا��	س إ

�3 0ة
�  ٠ا

٤  


=	)Aة " & + )' ا>��	ه	ت           �
	ت ا�داء و ا��J� '
G�
��"	G�  ٠ا�&P�P � إ�' ا��Jة ا

٥ 

  ٦  ٠ا�&	ل " & + )' ا�0ا,�'  "Iدوج  آ&	02 و (	زل          

� �7دة           �P� '��( �"0, L	T& � وU.7 ا�@J	) � إ '( + & "
�"0M�  ٠ا

٧  

B.أوا 
  �"�ة

B.أوا  
@ �0�  B.8ا  8 أوا B.وا

  �"�ة

 Marketing  ا���1[ ا�����-�

Orientation   

�>�  ا�

          'J������ ��L7   ا���L7 ا
X� '( +&
�


_ء G�  ٠ا

١ 

          'J������ ��L7 ا���L7 ا
X� '( +&
� 

���(	3
�    ٠ا

٢  

          'J�����3�� � ا���L7 ا��� ا
X� '(+&
� 

' �!��    ا

٣  

          'J������ �P  ا���L7 ا
X� '(+&
� 4 �&
  ٠ا��آ	ء

٤  

          'J������ (1+   ا���L7 ا
X� '( +&
�

  ٠"��G"	ت ا��آ	ء 

٥  

          'J������ ا>���	� �   ا���L7 ا
X� '(+&
�
  ٠إ�' ا��آ	ء

٦  
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\ �F6 ا��eارةا�Ye): ٣(ا�-�� Pورا�-�رة/ ء أد
@� +UoU لo3 ��  : +�6h"ارة ا��eا� ،+�	�j>�1ارة ، ا�-�رة ا��


ب ا�	�6@+@H.أ	ة ��ل ا���� ا��mدا nZء و
�] ��� ا�e	�+ وذ�5 ��] رأ ا��1
>�R 5�6ف�	.�[  ا�2ي  ا� �	�7) [��

     ).ا�2ي ��7	[


س ا��eارة�   Competencies Based    ا�-�رة/ أ

 B.أوا
  �"�ة

B.أ وا  ��
@ �  B.8اوا   B.8 أوا 
  �"�ة

  +�6h"ار ة ا��eا�  Personality 

Competencies   

�>�  ا�

      � 
.
�
�! �ن T�Y إ(.	ء ا� ١  )' "&+)' �3�H+ ا


�! �ن ��J"�ن  ��!� �  `	"��     � ٢  ٠)' "&+)' ا


�! �ن آ	"�� ا�13	ط     � ٣  ٠)' "&+)' ا


�! �ن �bدون ا�وا"+ �1=4 آ �ء     � ٤  ٠)' "&+)' ا


	س           P�� ا" +�@=�
�! �ن ا�  ٥  )' "&+)' � 0Pث ا

           d#&� '(+&" '(���.�� �
�! �ن 2&#���  ٦  ٠ا

� آ@� +          � !�
�  ٧  ٠)' "&+)' ��5  ا

           �� أن �=�(�ا " � .0 �=

�! �ن ��  ٨  )' "&+)' ا


�! �ن "=��#�ن          �  ٩  ٠)' "&+)' ا

           � �(+&" ���	

�! �ن ��	رب 7�  ١٠  )' "&+)' �J� - ا

           � �(+&"  d�	&"  gX � -.�
�! �ن � ١١  )' "&+)' ا

           �"0M�
�! �ن �
�ر ون )' 5�
� ا�  ١٢  )' "&+)' ا

B أوا.
  �"�ة

B.أوا   ���
@  8 B.أوا  B.8 أوا 
  �"�ة

 �j>Organizational	� +   ��ا�-�ر ة ا

Competencies   

�>� ا�

           d�Ph '(+&" -�H3١  �٠ 

 ٢  H3�٠�- "&+)' "��	وب �P	7	ت ا���Iن          

          � ����	5 L� '(+&" -�H3�� ��(	3٣  ٠ 

          �� !�
�
&+)' ���ب  أ)4X ا� �� !�
�  ٤  ٠رQ	ء ا

           4X(A� ظ	 �T<ا '�
&+)' إ� �� !�
��bدي رQ	ء ا ٥  
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�� !�
�  ٠ا

          '(+&
� �� !�
�  ٦  ٠إ�' I T ه- أآ@+  �bدى رQ	ء ا

� أآ@+           � !�" Y�
&+)' إ� �� !�
��bدي رQ	ء ا
  ٠و2�	  �	���Iن

٧  

          +&" +��
� '�
G�b� �3دى إ�� ا�= 	ءة ا� +د�� ا" '(
4
G�� ا��P�٠  

٨  

           '�
G�b� � 3دي إ�� ا�= 	ءة ا� +د� � ا" '(+&" +��
�
4
G�� ا" ���	@�  ٠ا���دة ا

٩  

� ا�= 	ءة ا��ا�� � ��)+اد          ��P�� '(+&" 02	�١٠  �٠  

  B.أوا 
  �"�ة

   

B.أ وا  

��
@ �  B.8اوا    B.8 أوا 
  �"�ة

@H6 �@+ �1ار ة أ	ب ا�
Stakeholders 

Competencies   

�>� ا�


��ن           G��� k�آ ��(+&
�
&�P� ا���G- أPh	ب ا

0lا� �
� "�از(� ا�5 +�mA� �	ن ا���� G ٠و�  

١ 


&+)� � آ�k �#�3ن 2_5	ت           �
&�P� ا���G- أPh	ب ا

 �P�&
�  ا�&	ل ذآ� � "� `#=� أPh	ب ا

٢  

          (+&
�
&�P� ا�� � آ�k �1= ��ن ��G- أPh	ب ا
��2	
�bو��� ا78�
�  ٠ا

٣  


&+)� � آ�k ��0+ون           �
&�P� ا���G- أPh	ب ا
 ���	J
� �P�&
�T	7	ت آ4 أX2	ء `#=� أPh	ب ا


0ي�
���� ا�  ٠ا�J�- ا

٤  


&+)� � آ��GX� kن           �
&�P� ا���G- أPh	ب ا

� "�از(� ا� �ا0l ا��' ��Jد �5 �P) �.7�" ت	�	��

  ٠"J	��n ا>داء

٥  


&+)� � آ�k �#��20ن           �
&�P� ا���G- أPh	ب ا
�"_G�  ٠)ا���	ر��( ا

٦  

           g(	3" ن�JJP� k�آ � �(+&
�
&�P� ا���G- أPh	ب ا
إ��	��� T�Y )' ا�H+وف ا�&G#� وا�q�+ 2	د�� )' 

k��M
���ق ا�  ٠ه�=4 ا

٧  


��ن           G��� k�آ � �(+&
�
&�P� ا���G- أPh	ب ا
�J#�ل أو  -.5�JT0lا� �
� "�از(� ا�5 s(٠ر  

٨  


��ن           G��� k�آ � �(+&
�
&�P� ا���G- أPh	ب ا
�2	3&�	� �(��A
�  ٠ا�= 	ءة ا

٩  


��ن )'           G� k�آ � �(+&
�
&�P� ا���G- أPh	ب ا
  ٠"�g5 " ��ح

١٠  
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           �
&+)� � آ�P#� k@�ن 2�
&�P� ا���G- أPh	ب ا
���	G � ارد�
�
4 اG��� '��  ٠ا�J�	دات ا

١١  


� رون           � k�آ � �(+&
�
&�P� ا���G- أPh	ب ا
 �P�&
�  2٠_5	ت دو��� "g أPh	ب ا

١٢  


&+)� � آ��Q+G� kن           �
&�P� ا���G- أPh	ب ا
g�#�� و," �"0	 �0G اl	�I�  0,٠"	ت ا

١٣  


&+)� � آ�I� kود ون           �
&�P� ا���G- أPh	ب ا
 '( '��� �.�	1" ���P
�ا�G+وض )' ا���اق ا

  ٠ا���اق ا�M	ر7��

١٤  

           �
&+)� � آ�P#� k@�ن 2�
&�P� ا���G- أPh	ب ا
0lا� �
+ )' "�از(� اM�� Y)0 ا�دP�  ٠ا

١٥  

  



 -340- 


\ �F6  ):٤(ا�-�� Pء أدYe�6فا�	�
� + �	�j>ات ا��� �q�	ا�U �. Uo+ه�� ه�
V� ) : + �	�j>ا�� + .
-r.+ ،ا� ��	ة ا� �R
 و �

+ �	�j>وا�� ، + �	�j>ت ا��

م ا�	����jP ر �k7 .(ا[�
1
ء وnZ دا�mة ��ل ا���� ا�	<��+�	e5  ��� ا�>� وذ�5 ��] رأ��R 5 ا�

  ).��	[��] ا�2ي 7([ ا�2ي �7	� .�

   + �	�j>ات ا��� �q�	ا�  Organizational Variables   

B.أوا 
 �"�ة

B.أوا ��
@ � B.8   8 أواB.أوا 
 �"�ة

+ �	�j>ا�� + .
-rا� Organizational Culture 

   

�>� ا�

 ١  ٠"&+)' "=	ن  T+آ'  و ��	ري  (1]     

     0��J����>ء  و ا	� � � � �  v�	
�� '(+&"٢  ٠ 

 ٣  ٠)" @4 ا�G	�l�  ا�=#�+ة("&+)' "=	ن  `M&'  07ا      


.	م  و "&          ���Aآ�0 �2' إ(�	ز ا	� � � � �  v�	
�� '(+
  ٠ا>ه0اف

٤  

           _@" +��
����Iام  �	0�8اع  وا<	� � � � � v�	
�� '(+&"
  ٠ه3	ك �Aآ�0 أن �=�ن ا>ول

٥  

�0
 �"� وا�8�J+ار          �  ٦  �٠ bآ 0  "&+)' ا

           U)أ _@" �#�+���03ة Y�2 ا
�� �زع "&+)' ا��Pا)I ا
 Y�2ا>آ@+ا� d#&�٠  

٧  

�y(�	ج 07ا  "@_ ا���J ا�+l�n ا(�	ز            L7�� " '(+&"
4
G�  ٠ا

٨  

           4 
P�� �� !�
�
+ "@_ � g�1 اM��  - . �" '��lر

M	z+ و�=�(�ا  " #�20ن�  ٠ا

٩  

���)	ء       �� !�
�3� � و " 0ر ب "@_  � �	02 ا " '��lر

&+ف�  q�٠	�	ت وأه0اف ا

١٠ 

           '��lر �� !�
�Z��ر  و " .�-  "@_ � +�0 �
��+ إ"=	(� � ا

4��
4 آ3	dh و دGو� � �"	=�  ٠ا

١١  

B.أوا 
  �"�ة

B.أوا  ��
@ �  B.8    8 أواB.أوا 
  �"�ة

 + �	�j>.+ ا�� ��	ة ا��R
� 

Organizational Knowledge Based   

�>� ا�

           k�A�� � �( +G" � ��P� � �3� 	.� '(+&
� �( +G
�� 5	02ة ا"

� �3J��  ٠ا

١ 

           �" k�A�� � �( +G" � ��P� � �3� 	.� '(+&
� �( +G
�5	02ة ا

  ٠ه�=4

٢ 
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           �" k�A�� � �( +G" � ��P� � �3� 	.� '(+&
� �( +G
�5	02ة ا

�( +G
�
��� اآ��	ب �3	ء اG� �Gا���  ٠ا�@J	)� ا

٣  

           k�A�� � �( +G" � ��P� � �3� 	.� '(+&
� �( +G
��  5	02ة ا"

  ٠ا0�8ال

٤  

           �" k�A�� � �( +G" � ��P� � �3� 	.� '(+&
� �( +G
�5	02ة ا

 ��
�  ٠ا

٥  

           �" k�A�� � �( +G" � ��P� � �3� 	.� '(+&
� �( +G
�5	02ة ا

� �	
P�  ٠ا

٦ 

  

  B.أوا 
  �"�ة

  

B.أوا  

  

��
@ �  

  

B.8 أواB.8 أوا  

  

  8B.أوا 

  �"�ة

+ �	�j>ت ا��

م ا�	����jP ر �k7   

Organizational IS Sophistication   

�>� ا�

� (H	م إدارة           
Q {�	G � '(+&" ت )' "1+وع	(	�#�ا
  5٠	02ة ا�#�	(	ت

١ 

           ����� ا� !�
�
#��  )' "&+)' �z ر �
 �v ا��ا
gا�+�
��ن �q	ت ا���4 اG���٠  

٢ 

)' "&+)' ا�P	�#	ت ا�&q+ى ار�#
U �1#=	ت           

� ��P
�  ٠ا>�&	>ت ا

٣ 

          ��I.�
�
 �+ � �  "g ا�
4 اG�/ )' "&+)' J h� ا


0ون ا��#	دل ا>��=�+و(' ��#�	(	ت �G� �l	�I� ٠ا

٤  

           � 
H)ا� 	.�+ك )�أن �1 �=
)' "&+)' ا�#�	(	ت �

���.�  ٠ا�0ا,�� � �

٥  


��	ت أو           G���	  )' ا} n=G � +"ات ا�+��q� '(+&" '(

� �l	.3�
 � اH)٠ا�  

٦  

          '( { �	G " 4 و�	أن � +�4 و � = �=
� 	3� 
H)أ '(+&" 

���.�� �l	�I�� و ا�I.�
�  ٠ا�#�	(	ت "� ا

٧  

           ��	T �
+ ة "�� 
�
+ا5#� ا�� d
�� 	3� 
H)أ '(+&" '(

� ��
G�
M�� � )' ا�
+ا4T ا�  ٠ا�"+ )' ا

٨  


��G"	ت           �
�! �ن ا�� أن ���+g7 ا=
� '(+&" '(

#�� �5ا02 ا" ���.��20- ا�J+ار� � ��M
�  ٠�	(	ت ا

٩  


��G"	ت "��)+ة �2'           �	� �J �G� 
�)' "&+)' آ 4 ا�0M"� ا

4@ " [M�
�اh 	ت، : ا�0��4، وkh ا� � ،�"0M	h�4 ا�ا

١٠  
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 +G��  ٠ا��٠٠٠٠٠٠ا


	ل أ��J(	ت ا��3J�	ت           G��	� {�	G � �l	m��  ١١  )' "&+)' ا

          z 4� & � �l	�I�� �=
 � '(+&" '( [M��#	�.- �2' ا
L7�� L72_ت و	أو �  ،nآ	أو ) ،k�	0�٠ون ه  

١٢  
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�] ��� ا��1
ء وnZ دا�mة ��ل ا���� ا�	. .� ا�	�6ف ا�2ي �7	� .�[ا�Y��ن �-�ق ه2ا ا�Yeء ������ �R  ):٥(ا�-�� 
>

 ).[�	��] ا�2ي �7(�7	� .�[ ا�2ي ا�	�6ف ��R 5 ا�e	�+ وذ�5 ��] رأ

   Customer Equity Drivers ا�Y��ن �@�آ
ت �-�ق

B.أوا 
  �"�ة

B.أوا  ��
@ �  B.8   8 أواB.أوا 
  �"�ة

   Value Equity �-�ق ا�-�	+
�>�  ا�

      -.�	7	P�
� آ	"�� l	5 gQو 	33l	ز� �"  ��
 � '(+&"
� � G+ ) �ن �A(.- � G+ ) �ن���  ٠و"�
�#	�.- � L#3 ا

١ 

���� ا��ي �
�#L ا          ��� أآ@+ "&+)' إآ�k1 ,_ل ��P اl	�I�

&+ف�� ا" -L3
m g(0�  ٠ أ�.- 

٢  

           �� أآ@+ " � ا�_زم " l	�I�
�(L اG� ي��إآ�k1 "&+)' ا
�
�J��� M�s ا -.3"  �#Zل ر	@
�  ا��U5 و ا��.0 �2' �#�4 ا

٣  

� .- �G	ر �           ������
3	�k � #ار�#	ط "&+)' �#�P ا�
� ا�J� ا
	33l	�I�٠  

٤  

          �
M�� � )& 4 "&+)' ا�G +وض �
� ا�J�  ٥  ��+آ�I �2' إدراك ا


0 رآ	ت ا���دة           �� ا�=#	ر �
� ر "&+)' ا��Jاl- ا� +د�� l	�I��
  ٠و "P+آ	�.	

٦  

           �Tا+���  ( H	م "��G"	ت "&+)' 5�
 � ز��(3	 وا���دة وا P �  ٧  

           +�1� '��
G� 3� ا�
 �Iات ا�� ������ار�#	ط "&+)' �#�P ا
I��إ�' ا���دة واl	�٠  

٨  

           L#�

s M3  ه� ا��ي ���G+  ا�"&+)' > � �+ض {��	  �Aن ا
�l	�I�  ٠ا

٩  

��P&�ل �2' ا��U5 و            �l	�I���P+ ي "&+)' "	 ��g(0 ا
�Tا+���] و � X�k ا#�  ٠ا��.0 ا

١٠  

           {l	�3�
3��	ت وا�� ا��ي �0Mم اl	�I�� ا" k1�إآ '(+&"
�
 �J" ن�=�� '��  ٠ا

١١  

          (+&" �=
� '��� ," �"0�Iات ا���ز�g اl	�I�� ا" k1�إآ '
	3Q+G� �
�5 k�X� ٠أن  

١٢  

B.أوا 
  �"�ة

B.أوا  ��
@ �  8 B.8   أواB.أوا 
  �"�ة

���   Brand Equity  ا���o+أ
�>� ا�

� إ��+ا����	ت ا>�&	>ت           " d�P&�
�I} ا��J+ ر "&+)' ا
2 ���
�P
�� و ا���	P�
&+ف ا�� اl	ز� '�����hل إ 	 ��
٠  

  ١ 

��J+�+ "4,0 ا0�8اع و            ������
�P� '(+&" 4 اG���


_ء"� �
+�� ا�&P�d(ا��� ا�&P�P�،ا>�&	ل )' ا	�+�  )ا

٢  
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          	3(+&
�� ا�� 0د l	�I�
0ى ا��ي ���ب ا�  ٣  J�٠�n "&+)' ا

           �l	�I�� �Aن إ��+ا����	ت إ�&	��3	 � �آ+ ا
X� '(+&"

� وإ2_م  ا�,+����	P�٠�ا  

٤  


� ر "&+)' إ��+ا����	ت ا>�&	>ت ا��' �#3' ا�+وا�]           �

	33l	ز� g" � 
� 0�� 
�  ٠ا

٥  


0ى ا��ي )�L إ�&	��3	 " 1	ه0ة،           �� �P ا  	@P� '(+&" ي+��

 4#5 �" L��2  ء	&+ف �3�2�، و " �+ �� و�� 
�و " J+ وءة،و " 


&+ف�  ٠ا���Iن �	

٦  

          3l	ر "&+)' إدراك ز� +J�	3(+&" ,_ق� 	٧  3٠  


� ر ��	�� �+� � ��	(	ت ا��H3�- و�#�q.	 ز�	33l	 و           � '(+&"

�P�&
�� و أPh	ب ا� !�
�  ٠ا

٨  

��4 ا�#��'، و "
	ر�	ت           �
.�ر،و ا��� �P "&+)' ��4 ا

�  Q+ور� 	 �P��
4 و ا>����	ر T�� � =�ن اG�   ٠ا

٩  

� "&+)' "�0+ا  �3 ��� 	  ��=�ن           �G � ) �"_G�و �L أن ) وآ�4 ا

&+ف�� إ��+ا����� ا
Q ت	X5	3�
�2� ا �P#�٠  

١٠  

B.أوا 

  �"�ة

B.أوا  ��
@ �  8 B.8   أواB.أوا 

  �"�ة

���
ظ أV��8ا    Retention Equity   
�>� ا�


�� ز�	33l	 أن           � '���J+ ر "&+)' #z�G� و "0ى ا�G_5� ا
	3(+&
  �٠=�ن �

١ 

          3l	ز� '(+&" �P � ي����k ا	=����ن ,] ��+ ا �P � ����3	 ا
n(	3 
�� .- إ�' ا �P � k5�� 4 G � ���٠ أن  

٢ 

          �l	�I�
� إ�' أ)4X ا. 
�  ٣  J�٠� - "&+)' �+ا"} ا�� >ء ا

           4X(�  اI �
"&+)' �J+ ر �
��+ و�
#�� �+(	"} ,	ص "�
�l	�I�  ٠ا

٤  

� dار�#	ط "&+)'          	& " -.  � ������ ز��(3	 و 3�_h	  ��P# ا

+ة�� 
�  ٠ا

٥  


�ن �	�&_ت           #�+� ������I	33l	 ا g(	3
��Iو د "&+)' ا

+ة�� 
�  ٠ا

٦  

           ��#

.�ر 4# 5 ���
�ن )=+ة ا �J� 	33l	أن ز� k1�اآ '(+&"
{"	)+#�  ٠"@4 ه�ا ا

٧  

           L�G�� 05 '��
� Iة ��v ا�" ��&M` �"_2  ر +J� '(+&"

.�ر���  	P`+"٠  

٨  
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           �J(ل �2' "�ا�&P�� أن �=�ن "�Aآ0ا  "� ا=
 � '(+&"
�� & �4 ا�G_5�  5#4 أن  L�	"��G" ل	
G��< �J h '( ن��I�ا

�( +G
��٠��0Mم �+ا"} �3	ء ا  

٩  

� ا���Iن �#3	ء           " 	.�4 �2&T  ت	"��G" '(+&" 4
G���
��
��� اT g(	3
�  2٠_5� ا�� �G - و�G+ض ا

١٠ 

• +X�@��: 
.� �����M� � د ون  أ ن  � P &��ا Y�2ا) ��)	�"{l	�) �" �P#�إدراج  ا�
v   أر�7، �.- 032 ا>(�.	ء "� ا�#�P � � +�4   ه�ا ا

 :=�+و(' )' ا�&03وق أد(	� �+�0ك ا8��32ا( v و

  


رآ�5 .� ه2ا اt!�ا "� ��R 8ن
����  

  

 

 

  

 

 

 

 

 

 

 

 

 

 

 

 

 

 �Pا��8!��و ���� ا8�� و ا�


