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The Impact of Factors of Using Payment Systems Via
Mobile Phone on Customer Satisfaction in Jordanian

Commercial Banks

Prepared by
Sally Mikhled Mousa Al-Manaseer
Supervised by
Prof Dr Ahmed Abdullah Al-Ghandour

Abstract
This study examines the impact of factors influencing the use of mobile payment systems
on customer satisfaction in Jordanian commercial banks. To achieve this objective, a
questionnaire was designed based on recent studies addressing similar topics to gather the
required data. While the sample was selected using the facilitated sample of clients of
Jordanian commercial banks.. A total of 424 questionnaires were distributed, with 400
valid responses constituting the final study sample. The sample included clients with
diverse age groups and educational backgrounds. The study showed a number of results,
the most important of which is the presence of a statistically significant effect at the
significance level (0.05 < o) for the factors of using mobile payment systems in their
combined dimensions (ease of use, security, and trust) on customer satisfaction in
Jordanian commercial banks. The study recommended a set of recommendations, the
most important of which is that commercial banks must keep pace with developments and
innovations in the world of technology with regard to mobile payment systems, as these
systems have a positive impact on the reputation of Jordanian commercial banks and

achieving competitive advantages..

Keywords: Payment systems¢ mobile phone«< customer satisfaction:
Jordanian commercial banks
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