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Study of the effect of organizational factors on customer anger
( Case Study: Bank of llam)
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Abstract

The purpose of this study is " Study of the effect of organizational factors on consumer
anger bank in Ilam *. This research is a descriptive- a surveying and application study.
The population is Illam all customers that their number is infinite therefore with the
formula of infinite size of sample was selected 384 person. The data collection tools is a
guestionnaire whose validity was confirmed by experts and certified instructors .
Cronbach's alpha used for the reliability of the formula. Cronbach's alpha value was
obtained 0.914 that indicating high reliability of the questionnaire . Used structural
equation for analysis of the data using LISREL software. The results show that
institutional factors have an impact on customer anger. Also directors, employees and
customers are impact on the customer anger in bank.
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