
Determinants of Customer Satisfaction: The case of Abyssinia Bank
Customers in Addis Ababa Ethiopia

Authors : Yosef Ferede Bogale
Abstract : The purpose of this study was to evaluate the degree of customer satisfaction and the variables influencing it in the
instance of the Bank of Abyssinia branches in the districts of Arada and Bole in Addis Ababa. The study was carried out
utilizing a mixed research approach and a descriptive and explanatory research design in Addis Ababa, the capital city of
Ethiopia. Both primary and secondary data were employed in this investigation. The study's target population consisted of 1000
of the bank's most prestigious clients. With a 93% response rate, 265 respondents from both genders in the active age group
had higher levels of education and work experience and were in the active age group. Customers of the case bank under
consideration comprised the study's target audience. The respondents, who belonged to both gender groups, were in the active
age bracket with superior levels of education and work experience. As a result, this investigation discovered that the degree of
client satisfaction was assigned a medium rating. Additionally given a middling rating were the company's image practices,
employee competency, technology, and service quality. Further, the results also demonstrate that corporate image, employees’
competency, technology, and service quality all positively and significantly affect customer happiness. This study found that, to
varying degrees,  company image,  technology,  competence,  and high-quality financial  services will  all  improve consumer
happiness. According to this report, banks should monitor customer satisfaction and service quality at least twice a year. This
is because there is a growing movement among bank service providers for accountability, and measuring these factors is
crucial. This study also recommends that banks make every effort to satisfy consumers' expectations to the highest level.
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