APPENDICES

Appendix 1: English Questionnaire YV
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The Role of Website Quality and Continuous-Use ntio twc‘)nline

Banking Performance of Jordanian ercial B l "}

4
Dear respondents, \ \Y

I am inviting you to participate in t ent@ the Role of
Website Quality and Continuous- ds <Qn|ine Banking
Performance. The study aims to determi i S be@n website quality
components and online banking perfermance t WT lation of continuous-use

intention of online banking. N\
I hope you will be able % me tinf§a attached questionnaire.
All information provided wiIN% ted as andscenfidential. 1t will be solely

used for the purposes of m seafch. As I8 the convention of academic research,
I will not disclose the meiof individual oﬁided me with information. All
data will be analysed c%« ly andgwill t‘be ttributed to named individuals.

The survey should take imately ((_)} 5 minutes to answer. | would be

grateful if you could c plete|the attached tionnaire and return it to me by hand
av,

delivery or any ©ther'methods. h questions or concerns, please contact
me via email @bl sh@ %Q!CO ).
Thank yo@nce far your time cooperation.
’
Yours w g

-

culty of Economics and Muamalat
Islam Science University of Malaysia

‘%arjes Al-bloush
& in Marketing and Human Resource Management
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Section One: Demographic Information

Please tick (V) the appropriate responses.

~:§~

Male | | Female | | T

Age [years]: i '

18 -< 25 ] 25-<32 ‘\d.

32-<39 ] 39-< | a

46-<53 1 s ; v
N

Highest level of academic qualification: V: 0\

High school or lower [ ] \
[ ]

Diploma

P ) A
Bachelor's degree %% & A ? §

Master's degree

ety |
Others, please indicate% ' 0
’ &

Years of patronag Nour clirrent-pank: ,\L
R S
O to < 5 years

5to<10vye \ ’ C—) 10 to < 15 years
S
o

UL

@ > 20 years
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Section Two: Components of Website Quality

Indicate the degree of your agreement with the following websﬂeT
components for the online banking services offered by Jordanian comm ks

Please tick (\) the appropriate box. 3
Level

% Statement %z 3[4 5
2Ne
§_ = o g” Elg|Bse
c °F Z| 3| 2| e2
O ho|lal| d 7]
The website provides relevant information. ] 2134 5
The website provides an appropriate amount of infor k] 3|14] 5
The information provided on the website is accurate a e-0 \a ) 3|14 5
error. AN
The information provided on the website is consistent and usefuly 2[4 5
2 |The information provided on the website is co te enough f'r "'_ 3|4 5
T |the client's needs. ¥ 4 L
O’ | The website provides believable information. - 1 3145
S |The website is accessible when needed. \2 g 1&\ 213[4] 5
®© |The bank website saves the client’s timé to xactly the ed 2134 5
€ |information. ,-S.
2 [The information provided on the websiteis easily interptgtable. ") 1 [ 2 [ 3 [ 4 [ 5
= |The information provided on thegwvebsite is baseden facts.) ~\ 1 |2]3]4] 5
The information provided on site Wd’re 1 [2]3]4] 5
for quality. 4] -
The information presente weWoi‘ect@’gamst 1 ]2|3]4]5
unauthorised access.
The information presen edsy to g?rstand 1 [2]3]4] 5
The website systermpis ea } 1 |2]13]4] 5
2 |The website sy the fle XIbI y an'd\..ﬁortablllty to] 1 [2]3]4] 5
S |accomplish banking transactions
O’ | The website system is trustworthy™. \U 1 |[2]3]4] 5
£ [The website System eWsible L@ﬁecisely dowhatthe| 1 [2 |3 [ 4] 5
2 |client wan - Jt
@ i m proyides up td date ‘information. 1 [2]3[4] 5
ime of the website system'is acceptable. 1 [2]3]4] 5
urat@ promi M the website to theclient | 1 |2 | 3 | 4| 5
nd’ite ailability.
i i g‘g&ns promptly, as it tells the| 1 |2 |3 |4 | 5
r what to do if the transaction is not processed.
ebsite is safe from ﬁ@sion, as the system protects client | 1 21314 5
information.
e bank assists the client through telephone or online| 1 |2 |3 |4 | 5
representatives if there is a problem regarding the website.
The bank continuously processes the technical functioningofthe | 1 | 2 | 3 | 4| 5
website.
The bank compensates the client for problems caused by the | 1 |2 | 3 |4 | 5
website.
The customer can access the website quickly and itiseasytouse. | 1 |2 |3 |14 ] 5
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Section Three:

Continuous-Use Intention

Indicate the degree of your agreement with the following indicawﬂ'r

continuous-use intention of online banking offered by Jordanian comm

Please tick () the appropriate box.

\an ks.
K\

Mediate Statement 6 Level
variable 1| 2[3]4] 5
s g3 2|85
As| 5| 2 <l &°
I intend to continue using online banking i ture. | 1 314] 5
| intend to take full advantage of online bank | Nd 3145
I will use online banking regularly in th ] »[273(4] 5
Continuous- | | will frequently use online banking in th 2{14] 5
Use I intend to continue using online ba 1345
Intention of | any alternative means (traditional i )
Online The probability that 1 will use onIi 1 v;zl 34| 5
Banking high. ot —‘\
| have positive attitudes w Wine N[ 2[3]4] 5
banking system. ,-&4
The likelihood that | \v&ommen online/ 1 [ 2|3 [4] 5
banking system to fFIWS rela |ves-,~Q ,-\
7O\
N\
o ,
Section Four: Online Bankl orma <§}—
This section measur: ng p rfor e. Please indicate the degree
of your agreement ch EE Iowm |nd| atdr |ne banking performance of
Jordanian commer01al ban Ple énproprlate box.
Level
Dependent & tate 1 12134 5
variable . (') ;:% g z| g _E o
S al 8 > S| S o
\(_; 55|82 5°
% [ prﬁ?j g thé‘&ranch instead of using online| 1 |2 [ 3|4 | 5
banking“services tm my transactions.
Online bankl system periodically sends warning | 1 213 |4 5
notifications to my account to avoid fraudulent
lng activities.
rmance | | can easily complete any transactions throughthe | 1 | 2 | 3 | 4| 5
online banking service channels.
Online banking service is secure and safe fromany | 1 |2 | 3 |4 | 5
fraud or hacking.
The security systems of the online banking services| 1 |2 | 3 |4 | 5
send notifications to confirm the transactions are
performed by me.
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Online
Banking
Performance

ey

This is the end ccwest'
Your time and eﬁN
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The use of online banking services saves timeand | 1 | 2 | 3 | 4
effort.
Online banking services are provided in various| 1 | 2
languages.
Online banking services do not allow intruders to | 1 4
access my accounts.
Online banking services have low fees/charges. 3|4
| feel at risk while making transactions through the | 1 314
online banking system.
Online banking systems work as advertised. 213 |4
Online banking systems are exposed to illeg 2134
tampering.
The service delivered through the e-bankinggsyst 1 1234
is quick. j
My high confidence in online bankin 1 3|4
making my relationship with the bank clos &a
Online banking services are available 24 2 3?"'4
anywhere in the world. | C}
| am satisfied with the transacti ocessed V. 27N3 | 4
online banking services. " b 4
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Appendix 2: Arabic Questionnaire

LINIVERSITI SAINS ISLAM MALAYSLA
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Appendix 3: Outlier

N MAH_1 | N MAH_1 N MAH_1 N MAH_1 N MAH_1 N MAH_1 N AH 1P N MAH_1 N MAH_1 N MAH_1 N MAH_1
1 | 85.616207 | 37 | 64.030611 | 73 | 54.973368 | 109 | 68.738593 | 145 | 50.005008 | 181 | 31.780448 | 217 | 40.6587 253 | 55.081507 | 289 | 33.193008 | 325 | 45.417026 | 361 | 40.841502
2 | 74.073447 | 38 | 73.220028 | 74 | 58.906047 | 110 | 54.43736 | 146 | 64.775431 | 182 | 55.764162 | 218 9 | 254 | 44.100373 | 290 | 35.48676 | 326 | 58.045339 | 362 | 38.604788
3| 7205222 | 39 | 43.920042 | 75 | 50.301417 | 111 | 44.350533 | 147 | 36.040835 | 183 | 62.211104 | 219 | 48482314 | 255 | 50.00022 | 291 | 33.846647 | 327 | 52.129725 | 363 | 47.995101
4 | 68162183 | 40 | 73.115977 | 76 | 45.292676 | 112 | 48.824399 | 148 | 56.971026 | 184 | 80.516006 | 220 |w,46474144 | 256 | 81.58265 | 292 | 51.030985 | 328 | 38.107346 | 364 | 39.728747
5 | 84.761614 | 41 | 68.61449 | 77 | 77.410865 | 113 | 51.763601 | 149 | 54.464618 | 185 | 48.066439 | 2 711746 | 257 | 42.39351 | 293 | 55950694 | 329 | 33.435716 | 365 | 50.373622
6 | 81.340539 | 42 | 17.251683 | 78 | 38.623252 | 114 | 60.664779 | 150 | 62.136811 | 186 | 44.477368 57.312675 | 258 | 14.481918 | 294 | 47.030173 | 330 | 57.919527 | 366 47.8722
7 | 47.657172 | 43 | 17.251683 | 79 | 44.686039 | 115 | 35.684206 | 151 | 59.740311 | 187 | 44.813456 29.823941 | 259 | 34.738072 | 295 | 39.502863 | 331 | 42.626826 | 367 | 39.194065
8 | 65.801431 | 44 | 23.851393 | 80 | 50.574796 | 116 | 66.458537 | 152 | 69.015465 | 188 | 53.3 B.1863 260 | 45644319 | 296 | 38.64128 | 332 | 42.576842 | 368 | 29.646804
9 | 78.453848 | 45 | 82.835609 | 81 | 48.901071 | 117 | 25.477421 | 153 | 32.798939 | 189 | 45.787839 47.‘9\9@‘ 261 | 42.789375 | 297 | 41.556365 | 333 | 31.565285 | 369 | 59.714921
10 | 72.413356 | 46 | 24.59009 | 82 | 60.581261 | 118 | 40.85635 | 154 | 50.356976 | 190 48.6% 226 | 63.974454 |+262 | 51.579423 | 298 | 45.156996 | 334 | 31.682508 | 370 | 42.751293
11 | 59.60223 | 47 | 54.317253 | 83 | 48.486318 | 119 | 48.751165 | 155 | 26.200193 | 191 | 3 227 || 55:022388 /7263 | 41.903657 | 299 | 46.223761 | 335 | 79.544191 | 371 | 34.099574
12 | 53.111605 | 48 | 78.202318 | 84 | 60.413402 | 120 | 69.521422 | 156 | 51.469745 | 192 | 33.399723 | 228 || 52/482954,] 264 | 31.772947 | 300 | 38.557697 | 336 | 38.400919 | 372 | 39.689212
13 | 80.040123 | 49 | 62.438494 | 85 | 36.205525 | 121 | 53.282426 | 157 | 59.514452 | 193 817 J_22 .081664" | 265 | 41.333637 | 301 | 47.336105 | 337 | 29.73513
14 | 75.918682 | 50 | 52.630771 | 86 | 72.774235 | 122 | 56.725417 | 158 | 41.486186 | 194 %99303\@ 43277178 | 266 | 74.344988 | 302 | 46.429573 | 338 | 43.740253
15 | 53.742704 | 51 | 72.282852 | 87 | 28.988489 | 123 | 52.241201 | 159 | 57.771838 | 195w| 58907273 | 231 | 27340252 | 267 | 44.582223 | 303 | 50.33382 | 339 | 50.841294
16 | 75.224084 | 52 | 41.678039 | 88 | 82.874861 | 124 | 50.973299 | 160 | 49.15769 3.536503 |#232 | 45.401592 | 268 | 36.351122 | 304 | 51.59141 | 340 | 59.436813
17 | 82.349088 | 53 | 20.456166 | 89 | 40.648254 | 125 | 29.120514 | 161 | 41.175756 |Wd974 63.30533%:?33 56.435676 | 269 | 45.486482 | 305 | 77.521083 | 341 | 44.139706
18 | 74.991134 | 54 | 68.593034 | 90 | 45.576404 | 126 | 54.161419 | 162 | 67.363344 | 198 | 647631 234, | 28.441352 | 270 | 59.399831 [ 306 | 47.669399 | 342 | 16.655179
19 [ 50.920716 | 55 | 61.890838 | 91 | 49.25954 | 127 | 66.191863 | 163 | 29.275225#4199 | 36 “ng 285 | 39.206864 | 271 | 35.00984 | 307 | 46.042337 | 343 [ 55.284238
20 | 59.280244 | 56 | 47.48318 | 92 | 50.268518 | 128 62.6538 | 164 | 51.24 /200, 355.6%992 (236 | 29.648036 | 272 | 47.022551 | 308 | 47.855419 | 344 | 65.36674
21 | 84.545574 | 57 | 40.771612 | 93 | 59.899342 | 129 | 59.942942 | 165 | 74 201 | 7410847619237 | 29.920764 | 273 | 51332383 | 309 | 33.092413 | 345 | 28.945358
22 | 46.782091 | 58 | 47.184111 | 94 | 72.862787 | 130 | 36.344586 | 166 | 32'056868 | 202 w63.904128 | 238 | 43.365971 | 274 | 59.195247 | 310 | 35.356127 | 346 | 69.439625
23 | 62.927645 | 59 | 30.125013 | 95 | 51.26308 | 131 | 47.414066 | 167 19 3_| %3.789432 | 239 | 82.505545 | 275 | 35.381135 | 311 | 61.087623 | 347 | 20.437891
24 | 73.859294 | 60 | 43.681344 | 96 | 39.874433 | 132 | 62.764422 | 168 .510456 2071?' 57.480563 | 240 | 45.373059 | 276 39.2608 | 312 | 35.621961 | 348 | 76.178529
25 | 79.392371 | 61 | 42.891952 | 97 | 52.868459 | 133 | 57.979632 /892658 || 205 | 35922767 | 241 | 41.334953 | 277 | 63.098554 | 313 | 54.045052 | 349 | 40.324698
26 | 56.892126 | 62 | 38.642219 | 98 | 82.347975 | 134 | 67.007935 | 170 [/50.289841 {3206 | ,32:38112 | 242 | 64.269654 | 278 | 52.242821 | 314 | 38.61143 | 350 | 49.935048
27 | 49.634798 | 63 | 79.880521 | 99 | 65.800725 | 135 | 29.612325,1%71 | 28477526~ 207 [\59.35061 | 243 | 50.870319 | 279 | 59.64433 | 315 | 33.858863 | 351 | 49.456717
28 | 36.398279 | 64 | 43.269969 | 100 | 65.972558 | 136 | 61.420 177 | 52.954 2081~34.449107 | 244 | 44.537951 | 280 | 33.059157 | 316 | 47.729037 | 352 | 44.57586
29 | 47.58971 | 65 | 53.679367 | 101 | 42.110247 | 137 | 40.64454 3 ‘esi?xa%; 209-] 36.727948 | 245 | 81.179331 | 281 | 43.800175 | 317 | 57.648905 | 353 | 41.286449
30 | 67.290605 | 66 | 68.404614 | 102 | 38.234833 | 138 | 40.518907 % 174 [#59.702509 [C210 | 24.695438 | 246 | 29.39391 | 282 | 10.971861 | 318 | 35622372 | 354 | 34.132655
31 | 51.831391 | 67 | 67.503736 | 103 | 27.891293 | 139 | 33.155408) | 175 | 57920%95¢] 211 | 42.761445 | 247 | 36.490999 | 283 | 31.289689 | 319 | 60.444201 | 355 | 53.319436
32 | 52.319746 | 68 | 35.712005 | 104 | 73.009699 | 140 36%29 176 | 539.342962+} 212 | 34.167236 | 248 | 51.815847 | 284 | 80.191377 | 320 | 46.583808 | 356 | 39.219424
33 | 55506285 | 69 | 49.047082 | 105 | 60.178406 | 141 |£63.017254 |#177 |F33.577281 | 213 | 54.878312 | 249 | 75.903606 | 285 | 60.024807 | 321 | 38.237163 | 357 | 32.657747
34 | 34575436 | 70 | 52.496049 | 106 | 62.549978 | 142 5566 | 178 | 24.427343 | 214 | 33.415993 | 250 | 30.872468 | 286 | 33.145359 | 322 | 30.380774 | 358 | 28.36916
35 | 42.358931 | 71 | 42.848046 | 107 | 57.522025 9.501138 | 179 | 31067189 | 215 | 84.039831 | 251 | 33.576086 | 287 | 25.807138 | 323 | 63.247206 | 359 | 52.928199
36 | 54.05824 | 72 | 34.854296 | 108 | 41.941187 0.924416 | 180 | 32.398558 | 216 | 44.065745 | 252 | 33.596302 | 288 | 15.030896 | 324 | 84.568738 | 360 | 45.279012

2]
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Appendix 4: Arbitration of Questionnaire 1

LU L S

The Universty gf Jordan

Faferencs: Az gl

Arbitration of the questionnairs
Draar Mr. Tarig Barjes Al-bloush,

Upon to your reguest, for Arbitration of the questonnaire "The Eole of
Website Cmality and Contimmous TT:e Imtenfion towards Omline Banking
Performance of Jordanian Commescial Banks". I go over the items amd
statemeants in the gquestonnaire. The questiormaire was redrafred and wnclear
temmns were rephrased.
Fami A Al-Dwvair
Aszsistant Professor of Science &Technology, University of Jordan
Email: radwairigjust adu jo

. } f |
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2
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Uaiversif Sires- FIOL Boa 11942 Asen ssDondes- Tel. . #3626 5355 00 Fax +562 & 3355 322
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Appendix 4: Arbitration of Questionnaire 2

Fefanocs
Dranim

o
L
B

Arbimation of the questionnaire
Diear Mr. Tang Bages Albloush,

Upon to your reguest, for Arbitation of the questoonaite "The Fole of
Website Cuality and Contimious Use Intenfion towards Online Banking
Performance of Jordanian Commercial Baoks". I go over the items and
statements in the questonnaire. The questionnaire was redrafted and unclear
terms were rephrased.

Walid Mohamed Shawazieh

Accpriate Professor of Economics, University of Tordan

Email: walidshiiyahoo com

W TR,
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+9ET & 5355 52T 00 +0ET 6 5355 000 B -0 A 11547 e pm Hmalgd § 25
Lissiversity Strect- PO Bax 11942 Asirran Tondas- Tal : +962 6 5355 000 Fax: <961 6 5355 512
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