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The Effect of Electronic Service Quality on Customer Loyalty in
Jordanian Commerical Banks and the role of Satisfaction as mediate
variable and Switching Cost as moderate variable
Prepared by
Mohammad Maher Ahmad Yahia
Supervisor
Dr. Mohammad AL-adaelh
Abstract
The study aimed to investigate the effect of Electronic Service Quality on
Customer Loyalty in Jordanian Commerical Banks and the role of Satisfaction
as mediate variable and Switching Cost as moderate variable. The study
population included Jordanian Commerical Banks customer during the period
between May 2019 to December of the same year. The study sample included
Convenience sample from Jordanian Commerical Banks customer during the

period between May 2019 to December of the same year totalling (357).

The questionnaire was used as a key tool for gathering information. To
achieve the study objectives the study used descriptive analytical method
through many statistical tools.

The study reached a number of results namely: there is a significant effect of
Electronic Service Quality on Customer satisfaction and loyalty in Jordanian
Commerical Banks at level (¢ § 0.05). there is a significant effect of Customer

satisfaction on Customer loyalty in Jordanian Commerical Banks at level (( §

0.05). as well as, Customer satisfaction play a mediate role in the relationship
between Electronic Service Quality and Customer loyalty in Jordanian
Commerical Banks at level (¢ § 0.05). Switching Cost play a moderate role in

the relationship between Electronic Service Quality and Customer loyalty in



Jordanian Commerical Banks at level (¢ § 0.05).

The study recommends that the need for the Jordanian Commercial Banks
Administration pay attention to facilitating work procedures and reducing the
time of providing banking services to customers by motivating workers and
giving them the required empowerment to perform their business and adopting

the idea of the need to respect customers to obtain their loyalty

Keywords: Electronic Service Quality, Customer Satisfaction, Switching Cost, Customer Loyalty,

Jordanian Commerical Banks.
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