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THE EFFECT OF THE BANKING ELECTRONIC SERVICES ON
BUSINES EXCELLENCE OF JORDANIAN BANKS: CASE STUDY
OF THE BANK OF JORDAN
By: Anas Mohammad Tawfiq Abushawish
Supervisor: Dr. Ziad Al Samadi

ABSTRACT

The main objective of this study is to identify the effect of the electronic
banking services on the business excellence for the banks, the researcher
aimed to take The Bank of Jordan as a case study, since this bank is one of
the major banks in the country, to get the required data, the researcher
considered 400 as a sample, from the Bank of Jordan clients, as a sample
from the whole bank’s clients all over the bank’s branches in Jordan, to
achieve the study objective, a questionnaire had been developed to test the
study variables, this questionnaire distributed over the study sample, and
362 returned, only 344 questionnaire were good for the analysis, which

means 86% from the total number of questionnaires.

The study reached to a group of results, the most important results were that
there is no statistical effect for the electronic banking services (Mobile
Bank, ATM, Electronic Service Center, and Electronic Cards) on the
Business Excellence for the Jordanian Banks — Bank of Jordan -, while ()

factor values were positive for all independent factors.
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The study recommend to expand the electronic banking services, in terms
of geaographic areas, and in terms of quality of services, which should be
matching with the client’s expectations and desiers.

Keyworlds: THE BANKING ELECTRONIC SERVICES, The
EXCELLENCE
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