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Abstract

The aim of this study was to test the impact of the quality of e-banking services in terms (time
saving, easiness, security, privacy) on customer satisfaction. The research sample consisted of
AL Baraka Bank Syria— Lattakia Branch. The researcher used the descriptive statistical analytical
methods to measure the impact of variables on customer satisfaction. A questionnaire was
designed and distributed to AL Baraka’s customers in a random way on order to collect data and
achieve the research objectives. The questionnaire consisted of 29 items. 98 questionnaires
were valid for analysis and data were collected, analyzed and hypotheses tested using SPSS

program.
The study reached a number of different results the most important ones of them are:

Easiness and time saving are the two critical variables in influencing satisfaction. The study also
found a strong correlation between ease of use and saving time among respondents. There was
no effect of demographic variable (The number of years of dealing with the bank) on satisfaction
with the quality of e—-banking services, while there was effect for other variables (sex, work,
income, age, education, the number of banks dealing with it, the beginning of using electronic
banking services, the frequency of using electronic banking services, the most frequently used

electronic banking services) on customer satisfaction

The study came up with suggestions and recommendations including: Marketing more for the
mobile application, bills and other electronic services provided by Al Baraka Bank, and supporting
the appropriate infrastructure of electronic banking channels to encourage customers to use them

more.
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Cumulative
Frequency Percent Valid Percent Percent
Valid 83 47 48.0 48.0 48.0
il 51 52.0 52.0 100.0
Total 98 100.0 100.0
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Cumulative
Frequency Percent Valid Percent Percent
Valid O lLed 4 24 9 9.2 9.2 9.2
434 -25 47 48.0 48.0 57.1
.44 -35 24 24.5 245 81.6
4 54- 45 12 12.2 12.2 93.9
35 Lad 4 55 6 6.1 6.1 100.0
Total 98 100.0 100.0
el e o Al 2 a1 w558 (3) s
taadaill].3

el %12.2 Lo Apsilill ol dlen (o agie %24.5 5 Guasla Ll ol g0 %54 o (4) &) Jsanl) ek,
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Frequency Percent Valid Percent Percent

Valid o5 e bl ailas 9 9.2 9.2 9.2
g5 24 24.5 245 33.7
S 53 541 54.1 87.8
(1583 \ Lineale ) Lle il 5 12 12.2 12.2 100.0
Total 98 100.0 100.0
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Cumulative
Frequency Percent Valid Percent Percent
Valid &5 5 e il 83 84.7 84.7 84.7
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Total 98 100.0 100.0
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il 2ac
Cumulative
Frequency Percent Valid Percent Percent
Valid sl el 77 78.6 78.6 78.6
eliy e 21 21.4 21.4 100.0
Total 98 100.0 100.0
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Cumulative
Frequency Percent Valid Percent Percent
valid 8 Sl 4 74 75.5 75.5 75.5
BB R P 24 24.5 24.5 100.0
Total 98 100.0 100.0

45 IV 48 jeaall cilaaal) aladiuly el caves el o 8 &0 5 55(9) B Jsoa
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Cumulative
Frequency Percent Valid Percent Percent
Valid 555 Leadil 30 30.6 30.6 30.6
S Lgarii 68 69.4 69.4 100.0
Total 98 100.0 100.0
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4 sl dpual) sl ) axiall
87.8 86 ATM 48 padll cileadl)
33.7 33 SMS | Llasiiul 5iSY1 43 5 Iy

27.6 27 Mobile App

3.1 3 Billing

9.2 9 Money Transfer

18.4 18 Balance Check

Lolaid Y1 4y 5SV) A peadl) cilanal) n Aial) 31l s cl) (1)) Jsan

Laladiin isY) 4 g SV cilaadl)

iﬂ__..n

ATM MOBIL APP BILLING MONEY BALANCE
TRANSFER CHECK

Malasid sy 4y AV clasi) il (LS gosal) (4) aby S

:(Adb) ) (ubdall s 2
Ding L Lag € Wl ) SlaaY) el alasiuly Bald) culd cuhall sl b e gaaall Jal e
Ll 3laf il (12) a8y Jsandl Jedass Aplay) aslall Landaill 4alill (e Yoia ALPHA> 60 e Jsuasl)
JAahall
Lilaa) Agiias Adle il D lase o dushal) 31 sl wend il e las of s Sl clyise J
Lils Jalae il JSS Canll 31af (o el LS L i gmnall cilila) 8 Gl e Jay 1385 0.60 (e LT LY
Slad aie e L Gelill LeinSlas Gnd) slal (ulia 3asa Ao Jay 135 0.88



glas s Ghlall sae oebiaal
0.725 4 cigll L84
0.709 5 a3y g
0.646 3 B
0.730 4 Ayl
0.603 3 e Manll Lia
0.887 19 JSS Gaadl 31

Al alay ) L) cls il (12) &) Jsas

P ALY Gaa 3

Ganl 310 (3855 15ald i Chjlaall Jlae b ailead) ey ¢Gpiall 5LY1 e ALEY) (e Lialil) cadls

gl el 188y CDLawill ey olya) iy agillaadle |seddy

Al el Ragh ilasy) Jial 4

il ale Galyeind sha) a5 a8 13 LAl el aeani oo Alsl 5ypem 28Y Tulall Rie cillal gl Qi Cangy
Ayt A pral (glmall Gl ) ALYl el el Epadl) paals  laall s giall slaiels ieagll Jial

(13)a) Jsaal) & gilil) edais Anball due Sl s b ool f (38153

One-Sample Statistics

N Mean Std. Deviation | Std. Error Mean

TIME 98 3.6837 .53913 .05446

EASINESS 98 3.8796 47428 .04791

SECURITY 98 3.6224 .69631 .07034

PRIVECY 98 3.8138 .51562 .05209

SATISFACTION 98 3.9354 .58750 .05935
(13) A Jsaadl

Cun )220 Al A Sy Leadiy ) Ay SV Apeadd) cileadll o e cpiiie Al alal (13)o8) Jsaal) el
525 0.47 &l dan (mitia o)l Calaily 53,87 slus haugic Jef e Jias Cim aladinl) Al e ¢f
Al Agen puaie U Al Sl ills) il e Jy Lae aalsll el
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Apally el 5 <0.51 (gylnal) CalyadV1 53081 Agpuall lsad) Lo iall &y G Ayl i Al 455l 4l
LY e seday 5, 5 Al Asyall 35 0.53 gilme Caliad) 5 3.68 lus asiey gl 85 it 2
Lot Ayl jaiies alatin) lseas e of it W ey 23.62 olall Lawsiall (e capf Jasgiag Jsie (s
s laainY) Aapys gaeall qdl) Aleus 45 5€0) ciledd iy o) il Jlad Gl b))l e cpanlal) oyl

ol Ayl ggiane

hlo Y Jlad 5
gy aladiN) Al (o 8 sk Bl a5y (14) @) Jsaad) seday lyriall Jaald) Lalsy¥) ity abdll Pla
Al ol e Jy 1 sl s Apall Gay C8sl) gy QLY G daugie gayh L)) Jsaall elays gl

danl) 53 S s AR A gy Ay A

Correlations

TIME EASINESS | SECURITY | PRIVECY

TIME Pearson Correlation 1 .759™ .585™ .604™

Sig. (2-tailed) .000 .000 .000

N 98 98 98 98

EASINESS  Pearson Correlation 759" 1 573" 377"

Sig. (2-tailed) .000 .000 .000

N 98 98 98 98

SECURITY  Pearson Correlation .585™ 573" 1 420"

Sig. (2-tailed) .000 .000 .000

N 98 98 98 98

PRIVECY Pearson Correlation .604™ 377" 420" 1
Sig. (2-tailed) .000 .000 .000

N 98 98 98 98

**_Correlation is significant at the 0.01 level (2-tailed).

il i) LS (14) 65 Upoa
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QWY caladiaN) Uggen ccdgll dl) g AV L paall cilasdd) a9 sl dlas) A¥a 63 A aag ¥ :Hoq
3and) Ly o (4l

Jalas Zadiy R=0.703 L) Jalee Lo of an3 aaaiall Hlasiy) Jidas jelay o3 (15) a8y U Jpanll DA
calatin) Aggus (Bl ) Al il (G Badll 358 Apayk ADe asa o Ju 1y R2=0.495 aaail)
ceDaall Ly (Apudl LY

Model Summary

Adjusted R Std. Error of the
Model R R Square Square Estimate
1 .7032 495 473 42658

a. Predictors: (Constant), PRIVECY, EASINESS, SECURITY, TIME
LY dalao o (15) o8y Jsn

ANOVAP
Model Sum of Squares df Mean Square F Sig.
1 Regression 16.556 4 4.139 22.745 .0002
Residual 16.924 93 .182
Total 33.480 97

a. Predictors: (Constant), PRIVECY, EASINESS, SECURITY, TIME
b. Dependent Variable: SATISFACTION

ol Qs (16) o) Jyoa

Ll Wi 5 %5 (e JB1 0.000= Y2 (s siue 2ic 5 5 (e S a5 F =22.7 4 () (16) b Jsaal) Wl S35 LS
Aliisall Ol jpriall 5 il pniall (4 siee I3 A8e a5y (ol AL A il Qi aded) dpa @l (jiad

clasdl) 5agn lady Llaas) A 53 31 agagy ALY ALl ducajdl) Jiig anell dpdajd (b Ll Ul
ceand) Ly Ao (Lpmd) (LY caladiud) Mg ccgl) yudgs) Auig SV Ad paal)
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Lol e s sina 55 53l ) 58 65 0 (17) &) Jsand) & Baadl a1 e Y1 591 el il ol
Aaiadl Ldidl ey Liall e 50 s 53l Legd P=0.004<0.05 alaainl) & seu I3 5 P=0.002<0.05 o Cus
Lol o ale i1 ad (S la¥) Jale Lal Agadl o) 81 (i il 2 5mn g (i 138 5 L )l e 5l Ld (5 Al 4 5l ()

i) b 5 ALK g pde pe ) A g SV ATLadd (o (O sl 5 il wa ) slalaty o aall O 5aY1 s O (S
il s a3l lilee (e Aleall s Y1 by

Coefficients?

Standardized
Unstandardized Coefficients Coefficients

Model B Std. Error Beta T Sig.

1 (Constant) .557 417 1.334 .185
TIME 463 147 425 3.145 .002
EASINESS 441 147 .356 2.995 .004
SECURITY =177 .080 -.210 -2.213 .029
PRIVECY .158 .108 .139 1.467 .146

a. Dependent Variable: SATISFACTION
il jlaaty) D lalas o (17) o8y Joan

) 525 ¢ aledll S Gl e (o3 Ay, 8l 85 dalie (e 2l Bamy ey 5205 IS ol Il
A3 A send (0.44) 5 sl a6 (0.46) dady L)l 50l

eSand) Ly Ao gl el Lali cpe Ay S Adpaal) ciladdd) Sagad Auilan) Aa 53 A aag ¥ :Hgq_q

Ag AV A paall cilasdd) Sagad diban) A¥a g3 5 agags ALl ALl Ludajdll S g asad) dpda i) (o)
eMaal) Loy o cidgll b gi Lali ¢

Ly Ao aladiul) Aggu ali (e Auig AV A paal) cilasdd) Sagad Lulan) A¥a 53 5 aag ¥ :Hoq
e anl)

Lig A< 4dpaall claadd) 5agad Apilaas) AV 93 51 dgas ALl Abiad) dpdajdll Jiii g atadl i) (b
el Loy o aladiad) Aggu 4ali (1

edaal) Ly Ao ol Lali o 4ig SV b paal) ciladdd) 3agad diban) A0 53 S aags Y :Hgq_3
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3and) Ly o ol Lali o 435y <1V
eaad) Ly Ao L) dali (e A SV 4 paal) ciladdld) 5agal Luilas) A 93 5 aag ¥ Hoq_y

Ayl cilardl) 5agal Lyilaan) AN g3 i agag atey AL asall A )il S g ALad) L i) (b

A A Apa)dl
ycbgll jBg) AS, ol Lgadhy A1 g SV A paall cilasdd) aladiiad ol i Il ¢ gisasal) Jeas ¥ Hoy
(Apmad) (3823 ¢ GlaY) (38a3 , aladiad) Agu

eDanll ) iy 1385 3 (golo 5 Gapliall Jassgia e 5S1 slaall ilassia JS o 2 (1-18) Jsaal) (se
45 8N A padll Glesdll Basa e ple JS5 L)l ey

One-Sample Statistics

N Mean Std. Deviation | Std. Error Mean
TIME 98 3.6837 .53913 .05446
EASINESS 98 3.8796 47428 .04791
SECURITY 98 3.6224 .69631 .07034
PRIVECY 98 3.8138 .51562 .05209
SATISFACTION 98 3.9354 .58750 .05935

one sample t-test Jlia) (18-1) Jsa



One-Sample Test

Test Value = 3
95% Confidence Interval of the
Mean Difference
t df Sig. (2-tailed) Difference Lower Upper
TIME 12.554 97 .000 .68367 .5756 .7918
EASINESS 18.359 97 .000 .87959 .7845 9747
SECURITY 8.849 97 .000 .62245 .4828 7621
PRIVECY 15.624 97 .000 .81378 .7104 9172
SATISFACTION 15.761 97 .000 .93537 .8176 1.0532

one samplet t-test Jlisl (18-1) dss

ccbgll g5 Al bl Lgadly A1 A SV A paal) claddd) aladiad b AN Gl ¢ figaall Jaas ¥ tHop g
Ll hs AS ) ey gty Al A SV Al el alasiiud Gl QS DU ¢ 6saaall Jaay AL

U A5l iy Lty Al Auig SN b peaal) cilasdld) aladiiad ol JSN 1Y ¢ sisasall Joay ¥ :Hgz o
alasiay)

Al Gzl i g adall dpajd (i SIG=0.000 o LS 18.35 (o5l 5 dmsa T o (2-18)Jsanll (1 2n
Al Al A8 ey gty A Ay IV Al cilaadll alasiind Gl QSN T (0 6ismnal) Jaay ALY
(BRaS Ayl ey Wy ) Ag SSIY) Adpeaad) cilasdld) aladiad ol QOB LU ¢ sisasall Jea ¥ :Hgz 3
LGk

Al A il Ji3 5 aall dump i i SIG=0.000 o WS 8.84 ssbss s dumge T of (2-18)Jsandl (e a3
oW (3aa A el Lgady ) g SN A paal) cilaaad) alasiad ol S GHU ¢ isaall Jaey AL
(8RS Ayl ey Wy ) Ag 5KV A paal) cilasdld) aladiad ol JIEN B0 ¢ sisasall e ¥ iHgz 4
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) A pdll Jis g aanl) Ay d (b3 SIG=0.000 of WS 15.62 gsbasi s dumsa T of (2-18)Jsaal) (g 203
Al (383 A0 el Lgany A A5 SN Al clanad) aladind ol JHEH U () 5 gaa) Juey 2B,
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AS0 oy gaty
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Al iy \gadhy A Agip SSIY) A puaall ciladdl) Basa o8 sMand) L o Gaiad) el i aas Y Hos_q
Al A il) Jiig anell Ay il by Sy %5 e sreal a5 8i9=0.000 dad of 23 (19) &) Jsaal) (e
ag A5 iy gy Al A5 SN A padll cileral) s35a e sDleal) Uiy o Guindl il 5T 25as ABGI,
cosiall i L e Danll @yl 8 AN g i

ANOVA
paall
Sum of Squares df Mean Square F Sig.
Between Groups 7.352 7 1.050 5.526 .000
Within Groups 17.107 920 .190
Total 24.459 97

ouiall e ol Ll (19) &) Jsaall
yand) it e
Ayl ey Wty ) Aig SN Adaal) cilasdd) Basa 0 sSaad) Ly o jeall jadal i aag ¥ Hg3 o

Al Bp @l Jiiy aell Ayl iy JUlls %5 e S8 a5 5i9=0.002 3ad G 223 (20)a8) Jsaall (e
s A el ety Al A FEN) ddadl cladll saga e Dleall Ly o jendl i S o ga g AL,
ol LS e ST S LaD dppenll i) (o] La gl il aladiny U L) el

ANOVA
el
Sum of Squares df Mean Square F Sig.
Between Groups 21.633 7 3.090 3.467 .002
Within Groups 80.214 90 .891
Total 101.847 97

andl il sl (20) &8 Jsaal)
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5 Abad) dm i) Jili g poall dpum s imd i L5 %5 (e sl o8 5519=0.003 dad Of 233 (21) ) Jsaall 0
LAl el Lgandy 1) A g iSIV) A yeaall el 33 ga (e e Dhaall Liay e Laal) Ja gl yaiial i 2 ga g AL
25KV AL o ya il iy o s ¢ A SSIY) A pemall el alasind 8 Leall Ja el dpaal L) I3 5 ey
A2y Sl g A g IV A jaall laddldl e Jalaill A geus da ja 210 o 438 alal) Ja gall 212 3 Ledie add Jull

,;M\ L;.ﬂ Lb)l\
ANOVA

skl

Sum of Squares df Mean Square F Sig.
Between Groups 13.316 7 1.902 3.459 .003
Within Groups 49.500 90 .550
Total 62.816 97

slendl dasall i s ol SLER) (21) pd Jsaall

tdard) ki @

A ey Lgady A0 Agig S A paal) ciladdl) Sasa o sSkanl) Wiy o Jardl pidal i 2ags Y Hoy g

Al Zaa il iy poall Rpca il by Jllis %5 e Jral a5 8i9=0.000 e o 223 (22) o) sl e
i 1 A el Lty ) g 5KV A paall leadll sasa e e Daall Ly o Jand) il i1 2gms ALY,
gl b gl ga cilyy Galasil Aalall cile Uail) dn g Cannay I3 35my . Jand) puirial Lasi e 3aall @yl 3 CA) 35
L AN 5 ale S A aall clondll ae agDlalaid dganall Jaall (lanal 5 dalad) clelhadl) ikge Ll dalall

al) Jee1 Glanal 5 (alall g Uadll alage e Bl 58 pald IS Lt

ANOVA
Jaall
Sum of Squares df Mean Square F Sig.
Between Groups 7.133 7 1.019 5.558 .000
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