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ABSTRACT

Banking service is a collection of financial services to
satisfy customers’ needs as well as to benefit the local
community and businesses. Obviously it is important for a
successful bank to provide its services based on a well planned
on strategically constructed & planted ground to maintain
successfulness.

This complementary research has addressed customers’
behavior and needs and its impact on banking services, focusing
on the experience of ELNILAIN Industrial Development Bank
Group, so as to assess it, and to determine the impact of
customers’ different behaviors and their needs on the group
services handled through all its branches in Khartoum state.

To ensure the validity of this research hypothesis, the
researcher adopted the case study approach, which provides a
great opportunity to collection of information and data, and
in-depth study and at the same time relevant to the goals of the
studly.

In this respect, the researcher conducted a field study to
cover a random sample of individuals at all administrative levels
of the banking services section, and also random sample of
customers as users of the service offered by the bank. This
enabled the researcher to verify the validity of the research
hypothesis.

The following are the final findings of the study:-

Lack of manpower, banking experience and
training of employees.

Complete absence of service directories in
some branches.

Some branches still using old technology which
cause an inconvenient time delay.

Look of the branches is in convenient.
Based on these findings, the researcher made the following
recommendations:-

Appropriate training for the staff is necessary.

Equip waiting rooms with all facilities needed
for the comfort of customers.



3- Z resources support.
4- Staff of banking services should be patient and
with good manner and character.
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