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Abstract:

This Study aims to identify the effect of the dimention of perceived justice
distributive, procedural , and interactional justice) on customer turst and satisfactions at
commercial bank in Egept and its impact on customer retention in order to come up
with building a model , to embrace the idea of perceived justice and its dimention in
Egyption commercial banks using path analysis , and partial correlation analysis, in
addition to identifying the level of both customer satisfaction and retention in Egyption
commercial banks , The Study used a survey form to collect its data , The Study was

applied to a sample of (¥Ae) individuals from the clients of the banks under study ,

(National bank of Egypt , Banque Misr , Banque du Cairo), The Study reached many
results , The most important of which are : There is a difference in the degree of impact
of each of the dimention of perceived justice on customer retention , by centering both
customer trust and satisfaction ; Where thesedimentions came in the following order :
procedural justics — disturebtive justics — finally interactional justice , The Study also
found that the dimention of perceived justice have an indirect effect on satisfaction
through customer trust , Turst also has adirect positive impact on customer satisfaction
, and indirect to customer retention , and that turst was stronger than satisfaction in
influencing customer retention in Egyption commercial banks under studing , based on
the finding of the study , several important recommendations related to the field of
study were made.
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