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Abstract
Syrian Virtual University

Master of Technology Management (PMTM) Program

Semester F23 - Year 2024

The impact of bank's compliance with the IT governance standards
according to (COBIT 5) framework on banking services quality
(A Practical Study at al Baraka Bank Syria)
By: Louay Mohammed Nabil Sahyoun.

Supervised by: Dr. Anmar Orabi.

This research examines the degree of bank's compliance with the IT governance standards
according to the (COBITS5) framework, also the degree of banking services quality based on
the (SERVPERF) criteria, in order to study the impact of bank's compliance with the IT

governance standards according to (COBITS) framework on banking services quality.

To achieve this, the researcher conducted a practical case study at 'al Baraka Bank Syria’,
by designing a questionnaire based on several '"Arab and foreign" references related to the
research topic, which included (53 statements) related to the processes for Governance of
Enterprise IT according to the COBITS framework and related to banking services quality

standards according to the (SERVPERF) model.

The questionnaire was judged by the Director of "al Baraka Bank Syria IT Department’, who
holds one of IT governance and management professional certificate, and it also was judged

by the research supervisor.

A total of (34 questionnaires) were distributed to the members of the entire research
population, which consists of specialized employees in the departments that concerned with
the implementation of IT governance standards in the bank, these departments are:

(Information Technology - Internal Audit — Risk Management — and Compliance Department).

A count of (32 valid questionnaires) were retrieved, and the response rate was equal to

(94.117%).
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By using descriptive and inferential statistical methods through 'The Statistical Package for
Social Studies (SPSS)" software, and by the adoption of "The Simple Linear Regression
Analysis Test', the researcher was able to study the influential relationship between the
independent and dependent variables of this research, and reach to many results, the most
important of which are:

There is a statistically significant impact of the bank's compliance with the IT governance
standards according to the (COBIT5) framework on the quality of banking services, with a

medium degree of correlation according to the Pearson's correlation coefficient value.

The existence of this influential relationship between the independent variable and the
dependent variable was found through the constants of the Simple Linear Regression
Equation, such that an increase in the degree of the bank's compliance with IT governance
standards according to the (COBIT 5) framework by one degree will lead to an increase in
the quality of banking services by (0.692), and this effect is confirmed by the calculated value

of (F Value).

A set of recommendations were proposed, and the most important of which are:
Senior management at the bank should continue to strengthen the role of governance and IT
governance, and should take measures that would support its application, especially this study

showed that ITG has many positive results that improve the quality of banking services.

Keywords:

Compliance — Information Technology — Governance — IT Governance — (COBITS5) Framework

— Quality.
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A. Subject: Information Technology Governance impact on Banks E-Services Quality®.

e Info:

The following study is a master's thesis Presented to: Ritsumeikan Asia Pacific
University, Kyoto—Japan, In partial fulflment of the requirements for the Degree of
Master of Business Administration, By: Mohamed Mahgoub Shamseldin Mustafa/
52117618, in May 2019.

e Objectives:

This research investigates the recent deterioration of banks e-services in Sudan and
examines the relationship between (ITG: Information Technology Governance) and e—
services quality in the Sudanese banking sector.

e Methodology:

To evaluate the ITG situation in the banks, we conducted a series of interviews with
18 Sudanese banks IT managers.

COBIT 5 IT governance framework was used as a benchmark for evaluating banks
ITG.

In a later stage, we published an online questionnaire targeting 200 bank customers to
get their opinions about their bank's e—services quality.

Correlation and independent t-test were used to analyze the two data sets.

e Results:

The result of the analysis indicated that IT governance implementation was critical for

consistently enhancing banks e—services quality.

gl 4 7SN @laadl) Baga o cilasheal) Ll LeSgn il 1 olgins Aoy tduadpdl) daayi @

6. Information Technology Governance Impact On Banks E-Services Quality — Mohamed Mahgoub

Shamseldin Mustafa — Ritsumeikan Asia Pacific University.
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gl 8 lastedll Al

Jon agihl le Jpamnll dsid) oM (g0 diae 200 Cargiad cuiy) ye Uliad 5 &5 cAaaY dlaye b
LUl e sane sl Sl tlasls LLay¥) laal pladtil 5 eclill A ST cload) 53sa

s yal) & B e

Lo pSY) laadll 53sm 33l Laaa) Al Dyl IS il shedl) A3l AaSm gaadat o) () abail) daiis L]

- Obainly gull

B. Subject: ANALYSIS OF THE RELATIONSHIP BETWEEN GOVERNANCE OF
ENTERPRISE INFORMATION TECHNOLOGY (IT) AND STRATEGIC BUSINESS-IT
ALIGNMENT USING COBIT 5 IN THE CASE OF THE COMMERCIAL BANK OF
ETHIOPIA.

¢ Info:

The following study was Submitted in accordance with the requirements for the degree
of Master of Science in the subject COMPUTING at the University of South Africa, by:
MARTHA SILESHI FISEHA/ 4547-728-0, Supervised by: Dr.H ABDULLAH, and the
CO-Supervisor: Dr.M MUJINGA, in February 2020.

7. Analysis of the relationship between governance of enterprise information technology and strategic business

IT alignment using COBITS — Martha Sileshi Fiseha — University of South Africa.
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e Objectives:

This study analyzes how enterprises effectively implement (GEIT: Governance of
Enterprises Information Technology) practices using COBIT 5 to achieve strong
strategic business-IT alignment.

e Methodology:

The target groups of the study were the top management and IT management of (CBE:
The Commercial Bank of Ethiopia).

The researcher used explanatory sequential mixed methods (both quantitative and
qualitative) data collection techniques and analysis procedures.

In the quantitative data collection, data were collected and analyzed using GEIT
practices maturity assessment tool, Luftman Strategic Alignment Maturity Model
(LAMM) tool, and the data analyzed using (SPSS: Statistical Package for the Social
Science).

In the qualitative phase of the study, evidence was collected and examined from
observation and participation, document review, focus group, formal and informal
discussions with selected managements of CBE, and gap assessment using COBIT 5.
Finally, the researcher integrated results to combine the quantitative and qualitative
methods.

e Results:

The findings of the quantitative analysis indicate that the maturity level of GEIT
practices implementation was (1.77), around (level 2) maturity level (repeatable but

intuitive), whereas the business—IT alignment maturity level was (53.13%) agrees that

strategic alignment business—IT was good (level 3) (established, focused processes)

in the case of CBE.

GEIT practices implementation regarding strategic business—IT alignment is found to
be positive.

The data qualitative analysis indicates that the achievement of the capability level of
GEIT processes is not defined and deployed based on international best practices and

also confirms that the GEIT BSC is not yet implemented.
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The achievement capability level of GEIT processes implementation using COBIT 5 is
under level 2.
In this study, the gap between the existing GEIT practices processes and desirable
level 4 (managed and measurable) using COBIT 5 was identified, and a method to fill
the gap was proposed.
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A HISTORICAL TIMELINE

The COBIT® Framework

COBI T
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yea- later
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