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The Impact of Digital Trasfornation Adoption on Banking
Service Quality: A Case Study in Jordan Commercial Bank

Prepared by: Sewar Ibrahim Salameh Aldababneh
Superviserd by: Dr. Samir Al Jabali

Abstract

This study aimed to investigate the Impact of Digital Trasfornation Adoption with its
dimentions (Technologies, information Security and Digital operations Management)
on Banking Service Quality with its Dimentions (Ease of Use, Time Saving, Banking
Confidentiality) a Case Study on Jordan Commercial Bank, the descriptive analytical

approach was employed using various statistical methods.

The study population included Jordan Commercial Bank Branches in Amman City, and
the sample consisted of individual sector clients in Amman. The researcher designed the main
study tool, the questionnaire, distributed to 210 clients, with 205 questionnaires retrieved.
After data processing, 201 were used for statistical analysis, including multiple regression
analysis using SPSS.

The study revealed several key findings, such as the bank'’s focus on digital transformation
and banking service quality dimensions. Notably, the study found a statistically significant
impact of digital transformation on the quality of banking services. Recommendations
include expanding electronic banking services development, enhancing digital service
management, and simplifying digital processes to improve customer experience. The
researcher also suggests conducting future studies on the digital transformation's impact on

service quality in various sectors.

Keywords: digital transformation, quality of banking services, Jordan
Commercial Bank
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Cronbach Alpha <Ll Jalee LIS il
Aad ) cillaad) 8y laglaall el L) N gl
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5 5 5 gall e
4d paal) Ay gl g AladiuN) Aggu claddl) Baga
4d paal)
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5 5 5 Ball s
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Ll Ayl
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P s UL pead Gy (pdeme e alaie Y Al cay
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Ayl
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) il Gl gt bua b zaaaglly ailanll sledie g ilaalald) (e 230 3 53LWY) e 220 (e

383 IS Yl Al Cihiial) ) e 5,3 dal
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ol Jsail il i) el cagia) 38 ¢ Llail) sl zgial) e Talae

-
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duilaay) dalleal)
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Pattern Matrix®
JRieall juadial) Component
1 2 3
Ql .762
Q2 914
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Q3 .885
Q4 .864
Q5 .806
Q6 .563 422
Q7 .946
Q8 924
Q9 .884
Q10 371
Q11 413
Q12 .396 437
Q13 .669
Q14 1.039
Q15 914
Pattern Matrixa
il juaial) Component
1 2 3
Q16 .619 434
Q17 .496 421
Q18 .783
Q19 .749
Q20 .784
Q21 912
Q22 779
Q23 .593
Q24 920
Q25 969
Q26 737
Q27 .439
Q28 752
Q29 .878
Q30 725
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Extraction Method: Principal Component Analysis.

Rotation Method: Promax with Kaiser Normalization.

a. Rotation converged in 35 iterations.

caliiea) cplall i s o) Cus ((Eigenvalues) dalill aall jedad (4-3) o35 Jeang

asdg yaall (Eigenvalues) 4513 adl) gkl (4-3) a8y g
Jaal) jariall Galdfiiad) calidl)

((70.393) L) Jens Jalgall (5o

Total Variance Explained

Rotation
Sums of
Extraction Sums of Squared Squared
Initial Eigenvalues Loadings Loadings?®
% of Cumulative % of
Component |Total Variance |% Total |Variance |Cumulative % Total
1 6.626 44.176 44.176 6.626 | 44.176 44.176 5.114
2 2.492 16.611 60.787 2.492 | 16.611 60.787 4.930
3 1.441 9.606 70.393 1.441 9.606 70.393 4.697

Extraction Method: Principal Component Analysis.

a. When components are correlated, sums of squared loadings cannot be added to obtain a

total variance.
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caliiea) il Hhaie  Jlea) of Cus o(Eigenvalues) asiill ol jglsy (5-3) a8 Jgaag

((69-813) L) Jcas algall (5o

) juiall Galdioal) bl

asdg Suaal) (Eigenvalues) 46\l asdl) yedid (5-3) a8 Jgan

Total Variance Explained

Compo Initial Eigenvalues Extraction Sums of Squared Rotation
nent Loadings Sums of
Squared
Loading
5@
Total % of Cumulative | Total % of Cumulative Total
Varia % Varianc %
nce e
1 5.97 | 39.85 39.858 5.97 | 39.858 39.858 4.947
9 8 9
2 2.75 | 18.37 58.230 2.75 | 18.372 58.230 4.498
6 2 6
3 1.73 | 11.58 69.813 1.73 | 11.584 69.813 2.982
8 4 8

Extraction Method: Principal Component Analysis.

a. When components are correlated, sums of squared loadings cannot be added to

obtain a total variance.

oo daif 2 hata) 5 Wgigane (el (e (S0 Sy Ayl 8131 (e Bymyall Cilaal) 3l

el i A sells Ll (525 Al i (pn B8 IS 538 elay (53l () Y

o s Al () &l plal Jass A sl o ) (Linn & Gronlund 2018) Ll cus
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(%25) oo lebali) Joe Jir sl eadd) et (53 2aall Callaa 8yaall olat) o (gl oS slaaY]
(6=3) dsaall & dsiage bl Bruall Aoy 'lghds Juady

dl) a5} delly 588 JS L) Ao 1(6-3) Jgaal)

) Jail) : JEiuall piial) slad

Aaad ) cilbleal) 51) cilagleall ol AR
SRR 8341) SARPN] B341) SARPN B341)
0.725 11 0.796 6 0.740 1
0.820 12 0.813 7 0.864 2
0.872 13 0.837 8 0.855 3
0.848 14 0.866 9 0.823 4
0.781 15 0.632 10 0.835 5

L paal) ciladdl) 3ags talil) ysial) dlad

Ld pumal) 4y clgll gl NEEC P LPVIW
SARPN B241) SARPN B3a1) SARPN B341)
0.596 26 0.588 21 0.643 16
0.646 27 0.856 22 0.650 17
0.681 28 0.750 23 0.611 18
0.567 29 0.702 24 0.769 19
0.510 30 0.666 25 0.744 20

oo ST 585 (0.510) gy bl 8laf culjaal Jalsy)l Ji Jare o (6-3) Jsand) (e LoD
O B (ol Cada iy ol Mg (+) b olad) Jead uliall @l maen of Laadlss (%25)

STy a8alia Al slal culyad oes dale g daadyall 8ol <) jad
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rdatiioal) dilany) Gulludd duhall 7z 3sall daidla
(@ uially A el sla) o ABDle @llin (oS of 2l adl) a1 8 JE) xal
aal 13 ) s () Lgdans pe Aliiasall 21y L8 AR (585 O Y gl puding
0390 g asisn g Al Al laal) Jags o (e U itally Loia Sl i 3sai oy
A hlaaY) ehal & 4des (2018)
ddztiall ghii\ Jla N lad)

celally Variance Inflation Factor (VIF)  cplall aaat Jalase jladl alads ) o3
b Lag ) axiall slad o add) Jaliill (gt ane (e giaill (Tolerance) 4 zsedll

CRlal ad o Jalas A0 ) g 2aaniall Bl ¥ jladl xie” (Hair et.al, 2018) s

(5) cre B il ad i Jalas dad o) i 13 (Tolerance) 4 zsa—wall cililly (VIF)
A1 2ay ¢(0.02) e STy (1) e i il Al coal) slasSU 4 g o) il Jalas dagi
Al ehaY Aaalia Wl e oy 130g Al clprial (e L)) agas are ) g
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(7 =3) a& s

Jiianall jial el Oy (o) JANT LG8 il

Tolerance ) i .
(ot | ookl (bl aduzl Jalea) VIF @ Jsail) ala
.681 1.822 badil)

.626 1.812 laglaall cpal
731 1.326 daad ) cililaal) 3))a)

Oo il (1) 23 (e ST lgasea cilS (VIF) guliil) adat Jalaa p o (7 =3) Jsaall o
&) i a5 ¢ (1) 5(0-02) o (Tolerance) 4 zgacall (plill ad Cayasl S ¢(5) 22a
- bl st G Jadl) Laln )Y AlKe dgag 2o
el bl o Bl ) Jalea LA
Jalae daid luiia) ey iais el GAlly e Lli) 35a5 p3e o' (aSh ehalys
dniiye (%80) e up Al Jalsy¥) Jalae daid piiad Cus cdlinaall 2l Cp Ogaapm Lol Y

(Gujarati et al, 2019) "saxiall Jadll jlasi¥) = 3gai Jalad ae auslim Yy
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(8-3) Jyaad
Adtaad) Al (O g L)) Jalaa 48 giaa
byl cilbleal) 510) cilaglaal) ol AR i)
1 cludil)
1 0.516 ** cilaglaal) el
1 0.237 ** 0.053 Jadd ) clilanl] 5)))

Oal) ohaiadl o (0.679) 5o i) chiiall o Balay) el of (8 =3) Jsasdl o
Al e S (gAY Alaicall clysiall G BalsyY) Jalas ad cuilS Laiy o(laill) 5 (cilosleal)
o L) Coa cdliiial) il (M) 2aatiall adl) Ll V) el asag are Je Ju Mg
Ll 22l adll Lol V) AlSie e slaS Al G addeg ¢ (% 80) (pe B S
A Bl Lsd)
Vs aaiV) zigan 8 I Lo V) A fe e lild) sls SLaaY) 13a e iy

Durbin—) ¢sudly = Gy Hlaa) ehalb el o S g gl e o 3gall 5,8 (e Coruas
(2016 ¢ elsudly 351) "(4-0) o 4ied jasts Cua' (Watson Test

Liall Al (dU) Llal) do2l) Latg cAdganll lgiiad ae Lagumall Gsudlympnn dad 43)ke 2 Saleg
Ak 3529 pie Jm el (6 (dU) Lad dgaall Lol o ST Dageunall Al il 138 ¢(dl)

-(Gujarati et al., 2019) "_jaa¥) dblaa & A Lals V)
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:(9-3) Jyad)
(D-W) ‘f"ﬂﬂ\ LY Lol mils

]

Jag | Lual Adgaal) DW Lad | Llad) dugasl) DW Ao DW o8
A Al

JLaay) di du A guunall

» 1.47 1.73 1.973 Lot
i

g 1.47 1.73 1.922 (1) dus il
3 1.47 1.73 865.1 | (2) Ly
3

A, 1.47 1.73 941.1 (3) dus it

(D-W) dad ek il «(Durbin-Watson) ,Lasy' (9-3) Jsaall mils e 2Ly
335 e ) e Lad' () Lbad) Adsan) Lgasd e ST g Ayl il ydl gl
Sl mgad (A lgaladinl ghadlay S Lo ASi.

(el asil) L)

ol La 13) aslall @liyg &bl die @llaY ekl of JaieV) aell jlasl o)
Kolmogorov—-Smirnov ) ;lad) ded Gludal &8 Cua Y (,T gmu\ el i ads bl
«(Field, 2018) "(0.05) ¢ ST clilull (Sig) dasd (355 o LoV 138 Lagyd (sa o(Test

P LAY =8 magy (10 = 3) a8 Jgaally
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(10 -3) b, Jsaad

L;a,\,\hl\ el JLid) il

) Jail) : JEiuall piial) slad
by clilant) Byl Cilaglaal) Cpal AR aad)
0.203 0.168 141.0 K-S
0.367 0.202 0.156 Sig
Ldpaal) claddd) 5ags raalil) ysial) slad

Lbpaal) Ayl cdgl) g AlaAiaY) A ggu )
0.159 0.095 0.240 K-S
0.225 0.129 0.073 Sig

O @bl s o ) s Al (10-3) Joaall (b daimgall HLad¥) il e 3l
Auhll sl maead (0.05) (30 ST dad Clea Al (Sig) das e 2l Liayls
Ladiieeal) duilany) cullud)
Statistical ) duelaa¥) aslall Lolas¥) dajal) aladia) e duhall sda & alaie ) o

(e Lo Jgasll 5 Al ULl dallas (Package for Social Sciences-SPSS V.26
b LS aual sl Pls
Anagl slasy) cullud @ Yl
P dedn llg ¢ dualaglly 4)e sanll Al D due (ailad Chay bl @y

Al L)ysall Glayaall (el duhall due (ailad Cragl @ gl il cblysall - -

e
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) il e dyiia (S Jiesel) iall e e ke US
Sl e gRaall ( Multiple Regression Analysis ) : saxidl jlaai¥) Jalae Jadas -
) i) & ) i) ale]
duwfpall @ ehpa)
el Auyall dalaiadl cluhally Glua¥) e oY) 5 -
Mgy Lgaia (g aSUllg Aol slal jgdas 5 —
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L) hsal il el
%32.8 66 L 45 (e Jil = 35

%18.4 37 L 45 e S

%100 201 £ 3aal)

%9.5 19 090 L aina 4S 45l el (ginal)
%71.6 144 sl
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O oY) Al agny gl dnps Cleny (Al e daas lSE 3 alall Jagall Ly Ll
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Al e Chag

asbady L)l haxia e (glaal) S @il 8 cplalall (g Al 2 s e Cajeall
Jslaall leaagi LS bl cglag cagibila dojlieall culihaiyly dnleall blug¥) Gluial &
:40y)
(o) Joadll) JEinall patall Ciuag

daiage o LSy o Y sl e oabel Jiid) el Ciuagd dubll Al e LlaY) (Ko
t ) Jpanll

(2-4) 2% Joaal)

B Jeal) sl Ao L) 28 cllay Aybaal) cli)aiyly Lulual) Blugy)

139 :’j :::j: ::3:‘ ) R
dadiya 0.48534 3.9133 lugll s gy aaad) | 1
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