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The impact of the quality of electronic services provided by banks on
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Abstract

The current research aims to study the impact of the quality of electronic
services provided in the Commercial Bank of Syria - Hama in terms of (ease of
use - security - confidentiality - saving time) on customer satisfaction. The
researcher used the descriptive approach and the analytical method in an
attempt to answer the questions and test the hypotheses, relying on a
questionnaire consisting of a phrase distributed to the research sample

consisting of 219 customers.
The data was collected and analyzed using the SPSS program.

The research reached a set of different results, including the existence of a
high positive correlation between the dimensions of the quality of electronic
services and customer satisfaction in the Commercial Bank of Syria - Hama,
and the existence of an impact of the dimensions of the quality of electronic
banking service (ease of use - confidentiality - saving time) on customer
satisfaction, while the dimension (security) did not have a clear impact on

satisfaction.
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Model Summary

Model R R2 Adjusted R? Std. Error of the Estimate
1 .828 .685 .679 .10783
a. Predictors: (Constant), &l « LY calasin) Alsgus gl i
ANOVA?
Model sum of df Mean F Sig.
Squares Square
Regression 5.420 4 1.355 116.532 .000
1 Residual 2.488 214 012
Total 7.908 218
a. Dependent Variable: Lx))
b. Predictors: (Constant), ,ss casll, Aggn alasiu¥), LY, Lol
Coefficients®
Model 5 Beta t Sig.
Std. Error
(Constant) 5.683 0.409 13.893 .000
alaanul) dlseu 269 061 273 4.397 .000
1 Y -.006- .038 -.009- -.161- .872
Lyl 352 .049 432 7.128 .000
Cigll g 167 .039 233 4.236 .000

a. Dependent Variable: L))
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