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Testing the Marketing Recovery Measurement Model: An
Exploratory Study of the Opinions of a Sample of Rafidain
Bank Customers in the City of Mosul

Lecturer. Dr.. Mustafa Abi Al-Dewachi

College of Management and Economics/Department of Business Administration

Abstract :
The current study aimed to evaluate a marketing recovery model using a sample of customers from
Al-Rafidain Bank in the city of Mosul. The research problem was defined by the following question:

- To what extent are the dimensions of marketing recovery available at Al-Rafidain Bank in Mosul?

To address this question, the study developed a number of hypotheses and designed a questionnaire
to measure the relevant factors. The study population consisted of several customers from Al-Rafidain
Bank in Mosul, totaling 262 customers. After excluding 12 invalid questionnaires from the total number
of questionnaire forms, the number of valid responses for analysis was 250. The researcher analyzed the
data and extracted results using (Amos V.23) and (SPSS V.26) through various methods, including mean,
standard deviation, one-sample t-test, P-Value, Cronbach'’s alpha, confirmatory factor analysis, composite

reliability, and average variance extracted (AVE).

The study concluded with several key findings, most notably that Al-Rafidain Bank's customers in
Nineveh Governorate have a pre-existing belief that the bank will provide compensation, whether

material or moral, for any harm caused by bank employees.

Additionally, the study presented a set of recommendations, emphasizing the importance of
promoting a culture of marketing recovery among the bank's employees in Nineveh and maintaining the
bank’s current marketing recovery strategy. This includes a greater focus on recovery dimensions such as
compensation, apology, responsiveness, and problem resolution to increase market share and gain a

competitive advantage‘

Key Words: marketing recovery , customers from Al-Rafidain Bank in Mosu
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