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Abstract
The Impact of Electronic Monitoring on the Internal
Service Quality in the Islamic Banks Operating in
Jordan

Prepared by
Emad Ali Al-Kasasbeh

Supervised By
Dr. Mohammed Saleem Al-shura

This study aimed at identifying the impact of electronic monitoring,
including its dimensions (monitoring  inputs, monitoring operating
systems, monitoring internet access, monitoring database and documents
security), on the dimensions of internal service quality (tangibles,
responsiveness, creditability and professionalism) in Islamic banks
operating in Jordan.

The researcher adopted a descriptive and analytical approach to identify the
concepts related to the topic of the study and analyze them in order to reveal
the findings. The sample of the study included 149 participants working in
front offices and internal monitoring departments in three Islamic banks
operating in Jordan.

In order to achieve the objectives of the study, a questionnaire included 33
items was designed to elicit data from the participants. SPSS program was
used to analyze the collected data and test study hypotheses. In addition, many
other statistical analysis tools were used like Simple and Multiple Linear
Regression Test.

The findings of the study indicated the followings:

1) The evaluation level of the sample of the study related to the

dimensions of electronic monitoring is high.



11) The evaluation level of the sample of the study related to the

dimensions of the internal service quality is high.

1) It was found that electronic monitoring, in its dimensions both
individually and collectively, has a significant impact on the internal

service quality in the Islamic Banks being studied.

In the light of the findings, the present study proposed a number of
recommendations.
1) To design the needed training programs for the employees in the Islamic
Banks operating in Jordan and to keep pace with modern scientific
developments and all emerging updates in the field of electronic monitoring.
i1) To keep track of all emerging updates in this field to foster people

awareness in the importance of electronic monitoring.
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