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The Impact of Electronic Banking Services Quality on
Customers’ Satisfaction: An Empirical Study on Jordanian
Islamic Bank In Amman - Jordan.
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Abstract

This study aimed at investigating the effect of the quality of E-banking services
including dimensions (ease of use, save of time, privacy, security) on customers'
satisfaction. It examined the hypotheses which were introduced in ordre to resolve the
research's problem. Statistical descriptive analysis approach was used.

The sample of the study consisted of the Jordanian Islamic Bank customers in
Amman city. To achieve the purpose of the study, the researcher developed an instrument
(the quesionnaire) that consisted of (41) items intending to gather primary information
from the population of the study which consisted of (340) respondents. (283)
questionnaires were returned. The number of valid and analyzed questionnaires was (232).
and the response rate was (81.97%) .an Appropriate sample was chosen from the
customers of Jordanian Islamic Bank branches in Amman city. Based on that, data were
gathered, analyzed and the hypotheses were tested using (SPSS). The study concluded
with a number of results, namely:

1. The level of E-Banking services quality in the Jordanian Islamic Bank in Amman city
and its branches according to the study sample was high. The arithmetic mean of the E-
Banking services quality ranged from 5.866 to 6.349 with a total average of 6.197.

2. An impact of statistical significance of the quality of E-banking services including
dimensions (ease of use, save of time, privacy, security) on customer's satisfaction of
Jordanian Islamic Bank exists (a< 0.05).

3. An impact of statistical significance of the quality of each of the dimensions of the E-
banking services quality (ease of use, save of time, privacy, security) on customer's

satisfaction of Jordanian Islamic Bank exists (o< 0.05).



The study concluded with a set of recommendations, the most important of which are:

1. The impact of E-banking services quality (ease of use, save of time, privacy,
security) on customer's satisfaction was significant, which demands to maintaining
that high level and monitoring it from time to time.

2. Perform comparative study between the Jordanian Islamic bank and other Islamic
Banks regarding the quality of E-banking services and customers satisfaction in
order to achieve sustainable competitive advantage and be a strong competitor to
other foreign banks and to maintain the bank's position in the banking industry.

3. ltis necessary for the bank to carry a periodic study to measure the effectiveness of
E-banking services and secure customer's satisfaction maintaining them especially
that the expectation and experience of customers differ from one to another in
addition to, that development in the field of technology and communication
systems is continuous.

4. Study the E-banking services quality according to other dimensions and parameters

that were not tackled in this study and measure the level of customer's satisfaction.
Key Words: Islamic Bank, Quality, Service, E-Banking Services, E-banking services

quality, Ease of use, Save of time, Privacy, Security.
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