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The role of organizational culture in customer retention: an analytical study

in a group of private banks in Baghdad
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Abstract

The research aims to determine the relationship between organizational culture and customer
retention, a field study of a sample of private banks in Baghdad, as the topic of organizational culture
has an important position because it is a competitive base that is difficult to imitate by competitors
and for various business fields. The customer is also a fundamental pillar for the interest of various
business fields in an environment characterized by competition to retain him, as we cannot find a
profitable and sustainable organization in its sector and continue to achieve profits if it does not
have a solid customer base. Itis not enough to have itimmediately, but it is necessary to sustain their
retention. From this standpoint, the research targeted a sample of some private banks in Baghdad

Governorate. The questionnaire was used as a tool for collecting data with a five-point Likert scale,
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and its number reached (274) out of a community of (958) employees of the targeted banks. The
research concluded that there is a correlation and influence of organizational culture on customer
retention. The mostimportant recommendation was to increase interest in the field of organizational
culture by private banks, as this would increase the development and advancement of values and
norms that support customer retention

Keywords: Organizational culture, customer retention
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