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Mouth in intention to adopt the E-banking Services
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Abstract

The aim of this study is to identify the Impact of Word of Mouth (WOM)
on Adopt Internet E-Banking services in addition to demonstrate the impact
of external factors (Risks, trust, Ease of use ,and the usefulness ) on to
Adopt E-banking services by customers of Jordanian commercial banks .
The study also aimed to identify the role of external factors as mediators in
the relationship between the WOM, and adopt E-Banking services in the
Jordanian commercial banks. The study sample consisted of all Jordanian
commercial banks customers for commercial banks that are working in
Amman, and due to researcher's inability to provide a list of Jordanian
commercial banking customers names because of its confidentiality, and
due to the large size of the required sample, it was decided to rely on
suitable for our studied sample of Jordanian commercial banking customers
in Amman to collect the relevant data to achieve the study objectives.
(200) questionnaires were distributed to Internet E-Banking services users,
(150) questionnaires were returned, (3) questioners were excluded due to
unsuitability for analysis, and (147) questionnaires were valid for analysis.
A number of statistical methods were used for data analysis.

The study has a number of results, in which they are: it was found that
there is a positive impact of the WOM on the intention to use the E-



o

banking services, and the WOM has the impact on the perceived risks and
Perceived trust in E-banking services, and there is a positive impact of the
WOM on the external factors influencing the use of E-banking services.
Finally there is an impact of external factors combined together (perceived
risk, Perceived Trust, ease of use, and the perceived usefulness) on
intention to adoption the E-banking services.

Key Words: Word Of Mouth, E-Banking Services, External Factors
(Perceived Risk, Perceived Trust , Ease of Use, and the Perceived
Usefulness)
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