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Abstract

In view of rapid technology development in banking services industry,
it is necessary to consider the physical evidences for providing service and
study the behavior of bank's customer, and so the customer would realize the
type of service provided. This, in turn, achieving a competitive developed
among banks. The former studies in this respect were conducted in advanced
counters and most of them generally concerned with the effect of the physical
evidences of services provided on the customer's behavior. This study has
focused on the physical evidences and their effects on the banking customer's

behavior.



The study is aimed at identifying the Sudanese banks' customer level of
evaluating the physical evidences of services provided and studying the
relation between the physical evidences and the bank' image as well as
determining the physical evidences components.

The descriptive analysis approach and questionnaire were used. 350
questionnaires were distributed to customers and 85% of them were collected.
The factoring analysis was applied to ensure the quality of measurement and
also the regression and correlation methods were used to test the hypotheses.
Findings: There is a significant relation between the physical evidences
components and customer's behavior towards the bank. Also, there is another
significant relation between the internal facilities and other facilities related to
the customer's behavior. However, there is insignificant relation between the
external facilities and the customer's behavior towards the bank. Further
conclusion indicates that there is a significant relation between the physical
evidences and staff of the bank.

The study recommends that concentration on the physical evidences
related to the internal facilities and others should be emphasized because of
their effects on the customer's behavior and it is necessary to apply the latest

banking technology for providing service.
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