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Abstract:

Given the critical importance of customer loyalty in
Islamic banking institutions and the inadequacy of the
existing set of factors influencing it, a more explanatory
conceptual model is required, this research aimed to test a
predictive model of the direct impact of both Sharia
congruence and banking service quality on loyalty to
Islamic bank, and the indirect impact through the
mediating role of affective commitment, on a convenience
sample of (55) students from the International Islamic
University Malaysia. The descriptive analytical
quantitative approach was used, and the questionnaire was
adopted as the main tool for data collection and analysis
via the SPSS program and the Process Macro tool added
to it. The results revealed a partial mediation of affective
commitment in the relationship between Sharia
congruence and loyalty to the Islamic bank, while it
showed a complete mediation in directing the quality of
banking services towards loyalty to the bank contrary to
some literature. This is explained by the operational gap
of the Islamic bank. This research contributes to providing
a model that integrates the neglected pathways and
recommends addressing the shortcomings in the
availability of branches and ATMs in some Islamic banks.

Keywords: Sharia congruence, Quality of service,
Affective commitment, Mediating influence, Islamic
bank.
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