CHAPTER 3

RESEARCH METHODOLOGY C}
3.1 Introduction Y'

This chapter describes the methods used to collect the wd examine the

study hypotheses. It explains the research design, measur ntz, uesti'onnaire design,

data collection, and the technique used to obtain the o es of Ihew
L g

é\ |
3.2 Research Design > b &

N

Research design is an investigation s tegyc 0 'Ners Q&y questions
earcﬁwsign is a master

scheme specifying the methods forg€ollecting gq : ’@uequired data, which
) N,
is deemed relevant in any rese%wilar& Dayijs|(200 dicated research design
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Q\ Figure 3.1: Research Design of the Study
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3.3 Types of Research Design

Research design comprises the collection of relevant information and ?!1
helps to distribute, analyse, employ, and obtain data to achieve the study@%ﬂamlt
Kumar, 2011; Sekaran & Bougie, 2010a). Since the aim of this study%vestlgate
the relationships between website quality components and line banking
performance, with continuous-use intention as a mediati ble, it uses a
descriptive approach of research and hypothesis testing %

& ougle 2010a).

Accordingly, this study used the quantitative surve pro hw mvolves
collecting numerical data and using inferential stm%a examine cc’le data
The data are analysed deductively to find en a?r bles, as

supported by underlying theories. The apprQ&Zsa\s natural sci Vg(:~measure of

favourable conditions and assumes \ ality as er@ impartial reality
(Harwell, 2011). T ,<\
N
o 4 QC:)
RN
3.4 Quantitative Design N

>

by

Neuman (2014) %\c that}tl;ﬁtﬁa@method addresses reliability by
adopting suenﬂfn@thodsl \ meri measures, standard techniques,
replications, and, statistics ; qua&‘ﬁfnve approach in the current study was

)

justified by e arch quest s: Uw numerical data and inferential statistics, as
NN
enera

well as % lisabilit jesulrs'.‘}re some key reasons authors decide to apply the

e method (Ghauri

c

@Gronhaug, 2010; Bryman, 2004). Several studies

‘% & McLean (2003) that adopted the 1S success model utilised the quantitative
technique to examine the relationships between variables (Almalki, 2014;

Qhaupp et al., 2009; Urbach et al., 2010Db).
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Some considered the quantitative survey approach to be better than the
qualitative method because of the generalisability of results (Brockington, 201VN'3
therefore a suitable approach for this study. The current study is congrue@}other
online service studies that applied quantitative survey to examine tionships
between variables (Urbach et al., 2009a; Almalki, 2014). The quaWe approach
will allow more detailed estimates and clarity for the relationships beétween the study
variables, besides giving the study outcomes a high leve r§~bll'ty and validity.

The current research adopted this approach not only to ain the e f dlfferent

constructs and their significance to clients, but als etermine {Il@eem

Q\ S&‘
3.5 Measurement of Variables/I nwaatlon é

these constructs necessary.

The study adapted its me from gra e he research model
N,
comprised three constructs: allf'y co anentQ(Zh\IQ, SYQ, and E-SQ),

continuous-use intention, d%{lm ance. Sixteen items were
gn

g for c,'e @endent variable), eight items to

f &

measure continues- L&ntent% or), 6 items to measure website quality

components (i p Th “%{pondents were asked to indicate their

adapted to measure onli

responses to estl non |vé' pU ikert scale.

T t sca'lgoxgi appro&'ate for this study due to the nature of the
resp ts and the inform @B;ey were required to provide. Podsakoff et al.
( opined that a scale of five and seven points is more reliable than higher or

r scales, and a scale with no midpoint may increase the measurement error.

mllarly, Dawes (2008) and Sauro (2010) stated that a five or seven-point scale is
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likely to produce better results. Table 3.1, Table 3.2, and Table 3.3 present the adapted

g
O

Several measures have been reviewed in the literature review c%ter. However,

survey items used to measure the study variables.
3.5.1 Components of Website Quality

this study adapted 26 items from (Ali et al., 2012; Lee et al., 2%02; asuraman et al.,
2005) because they have higher consistency and reliabi previous tests, their

Cronbach's alphas were .94 and .72. The items were also'rglevan to\h@ext of the

study. The measure of WQ is detailed in Table 3.1. J _\‘-')
Table 3.1: Measurement Instrument: C({pﬁ fV\Q‘;~
¥

Variable Code/ Item & ;
WQ ,.._
INQL: The website provides réleyant igformation.

INQ2: The website provides an ap riate. amo
INQ3: The information préVides on th Ke&{?
free-of-error.

INQ4: The informatio d orthe
useful.

"'" Adapted

nformation.  from
is aé«ate and Lee et al.
(2002)
Jte |S@S|stent and

INQ5: The informati e webgt% is complete

ovide
enough for the clie S.
vides believable i fg@)n
cce53| wh

INQG6: The wi |te .
INQ7: The wi ?e
IN INQ8: The bank bS|t ime to get exactly the

needed inf tion.
INQQ: e information V|ded the website is easily
mterp able?
inf rrrptio rmhde%_ézi he website is based on facts.
%he informa on the website has a good

forq alit
I information @nted on the website is protected
% tuna iséd dcce
INQ1

3: The mformatlaz%.resented on the website is easy to
wunderstand. oy
SYQ1: The website system is easy to use. Adapted
SYQ2: The website system has the flexibility and portability to  from Ali et

g
accomplish banking transactions to the fullest. al. (2012)
6 SYQ3: The website system is trustworthy.

SYQ4: The website system is easily accessible to precisely do what
the client wants.

SYQ5: The website system provides up to date information.

SYQ6: The response time of the website system is acceptable.
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‘Table 3.1, Continued’

Variable Code/ Item Source
E-SQ1: The bank makes accurate promises on the website to the Adagr
client regarding order delivery and item availability. ﬂ%&r
E-SQ2: The website deals with problems promptly, as it tells the P
customer what to do if the transaction is not processed. an
E-SQ3: The website is safe from intrusion, as the syst 005)
protects client information.

E-SQ E-SQ4: The bank assists the client through telephone or on
representatives if there is a problem regarding the websit
E-SQ5: The bank continuously processes the technical
functioning of the website.
E-SQ6: The bank compensates the client for prob caused by

£

¥

the website.

E-SQ7: The customer can access the websi ckly apd it is

easy to use. F $ o~
Note: WQ=Website Quality, INQ=Information quality, SY stem QLFity, ec ronie\js‘érvice
Quality=E-SQ, CUI=Continuous-Use Intention, OBP=Onli king Performan ._\

¥ \/‘2'

3.5.2 Continuous-Use Intention Y. | \ QY.

Several measures have been revi W literature review‘chapter. However,
this study adapted 8 items from (G Ba., 2015 Crespg & Bosque, 2008; Cheng,
2014; Lin et al., 2013), because t %ve a %y sccﬁ:e)éof .925 and Cronbach's
alphas of between .914 and gb\ e ite alsoj%’evant to the context of the

N
study. The measure of @UI igetailed #Ta 320

Table 3" :@ ntfr*ej ents for CUI
N, | k-
Variable Code/& &)

4)

. Source

CuUlI Ngtend 0 continue ysin @ne banking in the future. Adapted from

CU% end|to fak Ikadv#@ge of online banking. (Gao et al,

3: lewill uge onlin bankﬁg;regularlyinthe future. 2015; Crespo

2 “Twill f quytl use'efline banking in the near future. & bosque,

CuI UJ5: | infengrtG gontinue using online banking than using 2008;  Cheng,

\ any alternative means (traditional banking). 2014; Lin et

“==CUI6: The probability_that I will use online banking again is &l 2013)

'} high.

CUI7: | have positive attitudes toward using the online

< banking system.
CUI8: The likelihood that 1 would recommend the online

banking system to friends, relatives or others.

Note: WQ=Website Quality, INQ=Information quality, SYQ=System Quality, Electronic Service
Quality=E-SQ, CUI=Continuous-Use Intention, OBP=Online Banking Performance.
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3.5.3 Online Banking Performance

Several measures have been reviewed in the literature review chapter. H(?!,
the study adapted 16 items from (Alawneh et al., 2013; Asad et al., 2016; inka,
2012; Toor et al., 2016) because they have high consistent reliabilityﬂi&ronbach's
alphas of 0.72 and above. The items were also related to the context of the study. The

items can be seen in Table 3.3. \)

Table 3.3: Measurement Instruments g '

]
Variable Code/ Item i ﬁgce
OBP1: | prefer visiting the branch insteadyof using online ap ed\ rom
banking services to do my transactions. A‘a feh et
OBP2: Online banking system periodi sendwa nin : ;
notifications to my account to avoid fw t activiti
OBP3: | can easily complete any transactionsat
online banking service channels. \J
OBP4: Online banking servicefis
fraud or hacking.
OBP5: The security systems 0 online ?
r

send notifications to confifm the tran
by me.

OBP OBP6: The use of aonli nking servi sav@ne and

effort. &)

OBP7: Online barm seryi rovid&i in various
languages. ’ Ny

BP8: Onling banking services de not intruders to
access my a :

OBP9: Online bankin 39@:1 ave ﬂfﬁffees/charges.
OBP102l at risliw ite_ makin sactions through the
online@g system. &

OBPQ)n ine banki tem@ork as advertised.

O . “Online *ba syﬁeys are exposed to illegal

@

g.
. Thef'service e@ed through the online banking
s s

A
:%PM: My igh"co fidence in online banking services is

%

making my relation% ith the bank closer.
OBP15: Online banking services are available 24/7 and
anywhere in the world.

‘% OBP16: | am satisfied with the transaction processed via
0 online banking services.

e: WQ=Website Quality, INQ=Information quality, SYQ=System Quality, Electronic Service
uality=E-SQ, CUI=Continuous-Use Intention, OBP=0nline Banking Performance.
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The reliability and validity of the data typically depend on question design,
survey structure, and accuracy of pilot study results (Saunders et aI.,W.
Questionnaires were more appropriate for this research as they aIIo@ and
straight-forward statistical treatments, such as coding, tabulatior, analysis
(Dawson, 2007). Additionally, most people are familiar with questionnaires, so they
are more comfortable responding to them than partici tN an interview.
Confidentiality afforded by the questionnaire encourages pyr:s ,o disclose more
information compared to the more personal interview. .\d

g
Close-ended questionnaires require respond@ck che¢k b s,MI@bpen-
thir\ mmq\j@. (Fisher,

2010). Close-ended questionnaires are 0 Iaro?nd Iiableé;g collection

instrument. They help respondents to\ &e)noices qu , ar@ﬁe researcher can

easily code the information for fur alysis $ B@gie, 2010a). They are
N

ended questionnaires allow respondents to

also based on the characteristic%fespcfr\dent awzg%&OO?). The current study

used close-ended questionn 'Mh e- mc@onses.
c.)i D N

4
3.6 Questionnai &%sign ' \ é./
& 'as

The cons and L@Y instrument are the most difficult tasks
¢
in question welo ent eiﬂ‘s, 009; Krosnick & Presser, 2018). At this stage,

NN
two esé{ia, matter and @ention, namely content and questionnaire

pre ion. The research q@'dns must be made as to the point of reference to

i%\ysuitable content (Bradburn et al., 2004; Krosnick & Presser, 2018). Because
hews

urvey content is consistent with the research questions, supported by the
terature, and reviewed by subject experts, the content reflected what it intends to

measure. The measures used in this study were adapted from previous studies
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(Chakrabortya et al., 2008; Janvrin et al., 2008; Iskandar et al., 2012; Ismail & Abidin,
2009). Yv

In the current research, the questions were worded in an easy to un(e_%hi and
simple to read manner. The instructions were ensured to be clear a rate. The
questionnaire began with interesting and easy questions and ended”with sensitive
questions. The responses were closed-ended for three reaso to enable the
comparison of responses; to allow the respondents to uickly, considering

their hectic schedule; and to facilitate data coding for s uen deis (Beins
g
2009; Krosnick & Presser, 2018). ¢ J _\‘—}
Sekaran & Bougie (2010a) suggested th ucture a Iangggée of the

questionnaire should not be open to over o$:m1 undeé;%able by the
respondents. It is essential to word twa ns in at @%e understood by
naire was translated from

the respondents to obtain a high reﬂ%e rate. \qu
a N
tied b
r

English to Arabic, then it fied by Iangliaié?editor. Finally, it was
retranslated into the origin me a!%zitio

The questions w%aﬁred“l;‘glsérbbnderstood. Clear and consistent
t th

instructions were mMai tainew g;uestionnaire. The respondents were
asked to selectqthe mest r 'nswe(:&)f the multiple-choice questions and to
¢
select the mgi%opri enu er“for@ca_ikert scale items.
\
f

P

thg” ‘Pnnairé\focused on the demographic factors of the
resp. ts, such as gender, @Edemic qualification, and years of patronage. The
r \bs were measured on a nominal scale. Part B measured the study variables and

omprised three sections. The first section focused on website quality, comprising 26

uestions on website quality components (INQ, SYQ, and E-SQ). The respondents

were asked to give their response on a five-point "Likert scale, ranging from strongly
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disagree (1) to strongly agree (5). The second section inquired eight items on

continuous-use intention. The responses were also measured on a five-point

~—+

scale. The third section contained 16 items on online banking perfo XThe
respondents were also asked to give their response on a five-point Lik#é@e.

Table 3.4: Description of Instruments Used in the QuestioRaire

a
S/N  Name of scholar Name of variable No. of items

(Alietal., 2012; Lee etal., 2002; Components of website 26

1 Parasuraman et al., 2005) quality
(Gao et al., 2015; Crespo & Continuous-use intention 8

2 bosque, 2008; Cheng, 2014; Lin
etal., 2013)
(Alawneh et al., 2013; Asad et al., Online banking performance 16

3 2016; Olayinka, 2012; Toor et al.,
Total 50

\ff' Ce: Author
DS
\

O

A
Before distributing the fina g@w 0; 3 a E’@study was carried out
4]
to validate the instruments usiw\ nveni:i%sjple & bank customers. Hazzi &
Maldaon (2015) stated that Way’ beneficial to%}]duct a pilot study before the
1 \?
actual data collection. % al. Q Iatns%t at piloting can correct in advance
. O
any errors in the inStru tbelt)re coIIee@n.
NG

There a ral types mdtruém validity. The most common is content

validity, is"the subjective ju nt of the researchers that the measurement
: 4 _ ) : o
item wt the ‘congtruét in its aspects. This section discusses the results

S ke
o\ B
ob{ rom validity tests by’ using descriptive statistics and exploratory factor

3.7 Pilot Study

Is, as well as reliability tests by using Cronbach's alpha. The collected data were

Oted for their content and construct validity. Additionally, the reliability of the data

was examined. The following sections discuss the tests and their results.
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3.7.1 Validity Test

Validity is the level to which a group of criteria is free of random and sysw
errors (Hair et al., 2010). The validity of an instrument can be classified i@nain
categories, namely content validity and construct validity. Conten idity is the
degree to which the instrument covers all aspects of the examinedWles (Das et
al., 2008). The instrument has content validity if experts agr. eNudes items that
can cover all variables that are being measured (Hair et al ?:e ran & Bougie,

2010a). Additionally, Hair et al. (2010) noted that valtdation i vc.)“wegdnsulting a

s the stitabi tylof@i‘zt;ms

gesti\oﬁs, nstru{njgﬁt of this
gers;\to ure d@%:e tool was

comprehensive, relevant, and represew the measured pt@ ena. Moreover,

the researcher also ensured conten%ﬁty bas\n%e g@ack of the supervisor

N,
and management academics. T%nden% wergalso as@ to comment if they had

N
any difficulties in understa@e (] onsy To gﬁ any misunderstanding and
0 ite

confusion related to t nnair ) the@ere worded carefully and in an
4 ¢ &

easy-to-understand memer. Tr|e roce s completed within three weeks of

AN &
e
e_f dtfgc (8 the experts, the instrument was further

January 2018. \
After Sﬁ@ i
NN
}for H@pilot study. Concerning the sample size, some

reviewed b ad
Y-

rese s argued that samp@f over 150 can be considered sufficient for piloting

small sample of typical respondents and/or experts to

chosen to represent the construct. Following t

study was examined by experts and ba

( \h 2013). As noted by Browne (1995) and cited by Whitehead et al. (2016), the
ample should be at least 30. Friede & Kieser (2001) stated that a sample size of 30 to
0 is appropriate for most research. Therefore, a total of 40 questionnaires were

randomly and personally administered. Out of that figure, 34 questionnaires were
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successfully collected, but four were not correctly completed, leaving only 30
responses for analysis. Some questionnaires were received after the deadlln

they were not included in the study. The high response rate, around 75 @ was
obtained because the questionnaires were personally distributed an ted. This

process was completed within two weeks between January and Febr%ﬁ

3.7.2 Reliability Test z '

Reliability refers to an estimation of the consistencygbetwegn surements
of a construct (Hair et al., 2010). Different method easurg co ru]:t @Olhty

are used. nonetheless, the most common met I|e jes to\ga' ysis the

f the.@gt:ucts is the
) T@%\o-Hermosilla &

reliability and measure the con5|stency ee the

Cronbach‘s alpha coefficient (Seka\bougle,

Alvarado (2016) added that other r%ds have giti sé“due to their practical
N
weaknesses. Cronbach’s alp%comgs the» wea es of those methods.

&
Cronbach's alpha has been minar e to tg&l ability, particularly among
h

social science researc refor , is stud i/ Cronbach's alpha to assess the

reliability of each v. le sepa"

The reliahi |ty Iysed using SPSS v22, it was showed
that all the nts ad a glfret}"ﬂlty estimates ranged from 0.936 to 0.970.
ThlS 1s sta that a Cronbach‘s alpha coefficient of 0.60 is
cou average rellablllty Ie a coefficient of 0.70 or higher refers to that the

has a high rellablllty criterion (Hair et al., 2010; Sekaran & Bougie, 2010a).

Qﬁonstructs were therefore reliable.
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Table 3.5: Reliability Coefficient for Multiple Items in Pilot Study (N=30)

Variable No. of items Cronbach's alpha Coe

WQ 26 0.970 \
INQ 13 0.959

SYQ 6 0.925

E-SQ 7 0.94

CuUl 8 0.936

OBP 16 0.9

Questionnaire 50 0.95

Note: WQ=Website Quality, INQ=Information quality, SYQ=System Qu lectronic Service

Quality=E-SQ, CUI=Continuous-Use Intention, OBP=0Online Banking Perw .

3.8 Data Collection .\d, -

3.8.1 Population of Study J _\f-}

Population indicates the whole group of peopl gs@ ce th@y;he study
Y-

grou@ of elements
cou@ﬁé described as a

seeks to examine (Sekaran & Bougie, 2010a). Ropul
that the research is interested in investi aag. A sam

portion of the target population to@judled a\hMbe
p% {

subset that is chosen from a po for of study. ] <§)

The population of thi@oml‘ al a@eign customers of Jordanian
commercial banks operating, in Amman, a mdst‘@‘tomers live there. According to
4 ¢ &
CBJ (2018), the n r of baru \tomerséb(mman was approximately 900,000,
hence the respw ca the@}&’stionnaire with more confidence and
¢

accuracy.

&
I i dy, th ‘aniar@nmercial banks were evaluated by customers.

Tabb.% lists commercial G@(s operating in Jordan-based on the most recent

statistics from the CBJ. These banks were selected as they meet the following criteria:

e Number of branches inside and outside Jordan
e Number of clients

e Accessibility
o Assets
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Table 3.6: List of Jordanian Commercial Banks

No. Establish Name of bank Number of Number of Numbe
year branches mini branches outside
including branches r
headquarters
1 1930 Arab Bank PLC 74 -- A 11
2. 1956 Jordan Ahli Bank PLC
3. 1960 Bank of Jordan PLC
4, 1960 Cairo Amman Bank
5. 1974 Housing Bank for Trade and
Finance
6. 1977 Jordan Kuwait Bank
7. 1978 Jordan Commercial Bank
8. 1978 Arab Jordan Investment Bank
9. 1989 Invest Bank
10. 1989 Arab Banking Corporation -
Jordan
11. 1991 Bank al Etihad
12, 1993 Societe General-Jordan
13. 1996 Capital Bank of Jordan

NV
3.8.2 Sample of Study \%
It is practically inconceivab %tudy,b\vxin & ny elements to collect
data, investigate, or test ever@ (ﬁ} B“oxng,'zoma). Thus, a sample is
ag S

selected for investigation is a mrn u f the population (Sekaran &
[
Bougie, 2016b). The U%nalysis S t‘prrgir/ ho use online banking provided

by the 13 Jordani Mercihl hin A@s(é}n, the capital of Jordan (see Section
. N |
1.1.2 for mor Ms). cas @al)egylpproach study where structural equation
'
modeling @
Fidell %tated ﬂma mple Sv?e must be 300 valid responses for factor analysis

- - V - -
res ccording to Hair (2&@7a) and Rahi (2018) suggested, study that required

sedu?/in re ((mrnendation must be in mind. Tabachnick &

nalysis conduct in order to define the dimensionality for the used items, the

dple size that must be obtained is 5 times larger (minimum) or 10 times larger

(maximum) than the items to be analysed.
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Similar to this Hair (2010b) posited that a sample size of 300 and more is

deemed fit for a SEM analysis. Lastly, Comrey & Lee (2013) mentioned that

size of 50 is very weak, whilst 100 is weak, 200 is acceptable, 300 is goo@ﬁo IS

very good for SEM analysis. Hence, the sample size for the curre y is 300.
Nevertheless, to avoid sample size error and non-response problems%(Salkind, 2003),

the number of questionnaires distributed was increased to 384

3.8.3 Sampling Techniques .\d‘

The convenience sampling technique v%sd to ran I)’ &@se a
representative sample of Jordanian commerci ustomers,inJAorth, ¢ tral, and
south Amman. Studies on online services 4adicated th:a\t co enieng%:rmpling IS an

acceptable and efficient sampling tw:ia (Wali
Weaven, 2009; Molapo, 2008; Lee@.jin, 2@’551 i @1361). Zikmund et al.
% & X

ara,éﬁz Herington &

(2010) stated that convenience A many.questionnaires need to be

i i@ample through other means

'S

collected quickly and econ % or

is impractical. %

3.8.4 Data Callection Pr |
¢
3.8.4.1 Stu struments 4 (j’)
\ -
T% y tech yas us@to obtain primary data from clients of the 13

selemnks. A key feature\o‘gs'urveys is that the researcher can obtain responses
XShort time. Furthermore, the researcher has more opportunities to include the
ample and motivate them to give honest responses (Sekaran & Bougie, 2016b).
econdary data were obtained from books, theses, articles, international journals

manual, and databases, besides archives of the CBJ and case studies.
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3.8.4.2 Measurement Scale

The questionnaire items were measured on a five-point Likert scale,
from strongly disagree (1) to strongly agree (5) (Asfour & Haddad, 2014; @!t al.,
2010; Molina et al., 2010). The current research adapted various scale asure the

key variables (independent variables, mediator, and dependent variable).

3.9 Methods of Data Analysis z '

Methods of data analysis are the procedure a tatistica by which
8
\rY'_
researchers analyse data and test research hypo , and} su uknih efine
theories. In this study, descriptive and inferenti tics wer on%‘za analyse

the data. The partial least squares structurahw n mﬂdel (PL5€§;) technique
was used for data analysis. \) é

After raw data had been co@ﬁ, all ﬁqves ﬁ}ires were coded and
5. 0

keyed into SPSS version 22. T ere ﬂen screened nd any data entry errors.

&

A frequency test was run Q:% vzj,i e iden@nd correct possible missing

values using the varia Des::‘ ptiv s}dti@were then used to describe and
&
compare the demo WChari \Hc (Mis faet al., 2019).
The forméypo 're t@ﬁ’ using PLS-SEM. SEM has become a
¢
critical appr. zh investigati tI‘E} relationship between latent concepts (Hair et al.,
NN
2011). -SEM ig’ Ptical%h modelling method to carry out complex
multi te analysis of relati@i'ps between observed and latent variables (Vinzi et

). The PLS-SEM approach is a robust, superior, and flexible tool for
6' tical model building, as well as testing and predicting theory (Lowry & Gaskin,
014; Ringle et al., 2014). Asyraf & Afthanorhan (2013) stressed that reliable and

valid confirmatory factor analysis is better achieved using PLS-SEM.
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PLS-SEM is a statistical tool that has been used by many researchers across
various areas of social sciences, including business research (Hair Jr et al., 201 r
instance marketing (Hair et al., 2012; Henseler et al., 2009; Reinartz \004),

\

information systems (Al-Emran et al., 2018; Hair et al., 2017c), new technology

(Henseler et al., 2016), human resources (Becker et al., 2012), family business

(Sarstedt et al., 2014), operations management (Penga & I,eiw:z ), and strategic

. Fhis is because PLS-

ir ite sWodel) and
@
relationship among latent variables (inner model) t al., 2012; elusiér) tal.,

2016). 4 \/"("

da becau%‘;rhas flexible
sel@«al., 2009; Kock,

management (Gudergan et al., 2012; Lew & Sinkovics,

SEM can assess the relationship of latent variables wit

PLS-SEM is more robust in handlinw orma\l

assumptions about the normal distribmathe data

2016). PLS-SEM estimates paths % conditl\segno n;@ﬁry with large sample
N,

sizes and is more likely to det ces ﬁetwe grou an the covariance-based

SEM approach (Marcoulid h ZOL "Ho ever,é@er non-normality conditions
and with smaller samp%zLS-S‘E j})ﬁ isbeferable (Hair et al., 2017c¢). But
N &

arge ple size is also needed, though the

model is less sensitiverto s

¢
2006). PLS- Svgsoh high
NN
(Haenle% plany” ",Rein!& et al., 2009). There are some advantages of

PL , such as ability to a\r@yée a small sample size and non-normal data, on top

oéxdictive ability (Sarstedt et al., 2014).
F

d no@}'distribution (Marcoulides & Saunders,

!
slgti i((:;? power compared to covariance-based SEM

: or this purpose, the PLS-SEM method was expected to be an excellent model
at is superior to first-generation and covariance-based SEM in estimating mediation.

PLS-SEM was selected for this research because of the complexity of the study
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model. PLS-SEM is considered more appropriate for a model that includes several
exogenous latent factors describing a few endogenous latent factors (Hair et al.] 3
Hair et al., 2013a; Haenlein & Kaplan, 2004a). cq\

PLS-SEM is a multivariate analysis technique that can be in, strategic
management, marketing, and other fields of social sciences. Moremompared to
covariance-based methods, PLS-SEM has no limitations due to the thteraction method
applied in mediating test, hence it is a practical alternati &;n"'ning mediation
effects (Chin et al., 2003; Vinzi et al., 2010). PLS-SE ana SW‘X models
that contain several impact chains, for instance @o and; other. ccﬁn&l@}‘zl'i'nks
(Lowry & Gaskin, 2014). This study used Sm ersio\nf. ngle\e&'l., 2014)
to identify the reliability, convergent valicwlagji i

model and significance of the path iciepts, coeffic

t vauéf;q)f the outer

of@rmination, effect

sizes, and predictive relevance of t r model:

% % 4
_ﬁo

3.10 Research Process N
Figure 3.2 show% [

this thesis. It beg w

literature to id{'fygwe

involved id m rel

second Qe/;uamﬁ i ase %e questionnaire was developed based on the

reseamodel and pre-teste@fcre being distributed. Lastly, the responses were

a & The final phase included the discussion of findings from the survey data,

G wed by recommendations and conclusions of this thesis.

126

U
//



EXPLORATOR
PHASE

RESEARCH MOTIVATION
Intrinsic interest - Jordanian commercial banks
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v
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Figure 3.2: Research Process and Design
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3.11 Conclusions

This chapter explains that the study adopts a quantitative survey tew
with the customers of Jordanian commercial banks operating in Amman.@apter
describes the sampling technique used in choosing the sample fro pulation.

Also, detail illustrations of the survey tool and data collection strategysvere presented.

Furthermore, PLS-SEM as an approach for data analysis mSPSS v22 and
Smart-PLS version 3.0 to test preliminary data analysis, 2tive'statistics, outer

ly, the c shows the
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