CHAPTER 2

LITERATURE REVIEW

2.1 Introduction *
This chapter reviews the literature on the prior studies am?ﬂewed. This
chapter addresses online banking performance initially, then it sho e review of the

literature regarding the factors affecting online service rmance ,(INQ, SYQ, E-

SQ) and, finally, continuous-use intention relating to esent uw
@

This chapter further reviews the literature the potentia n'e(f\dgs of

, -SWd online

service performance. In addition, it show: 0 men%& conceptual

bacﬁkon the literature

continuous-use intention on the relationship betweenr INQ, S

framework that eventually becomes

discussion. The final section conclu

2.2 Online Banking performance

2.2.1 Online Bankirﬂ z
Online bankiwv es| of the most beneficial services in

finance along wi tech
. \ ¢ { %'Pe . . . . .
2017; Shiraj, ﬁa Advances Thi\:} d to online services-driven marketing; this

is the m 'r%for’t by)/e sio@traditional banking to online banking services

(Chen ;\.al., 2017b). Online s@sﬁgs have a vital role in the competitiveness of the
\

fi ial industry (Shiraj, 2015). The context and concept of services, including

%g,

have been entirely renovated by recent developments in IT. Companies have
so changed their sales and purchase system for both services and products

(Mohamed, 2017).
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The banking sector has undergone significant changes, especially in the
conversion of financial transactions from a traditional, written system to Ym&
digitalised, automated system (Chen et al., 2017b). Accordingly, online @\sm and
such technologies as the internet, mobile phones, and smartphone provided
opportunities to solve banking and financial issues (Shaikh & Woto, 2015).
Nevertheless, there is no guarantee that clients would adopt t isMe, and so banks
must inquire their level of acceptance when first ado &.ne"v technological
procedure in their strategy (Rawwash et al., 2020). Thereyis thu awTen%fate
the critical factors that can contribute to the adoptio nline banki bi (z@fs By

doing so, the bank can determine the extent ch_thi§ ech%‘fgz;y could

d the@g;pt of online
iew@elow.

Sarreal (2016) defined onlin%king ﬁe ct m‘g\payment system that
% ¢ >

penetrate the lives of the clients. Previous W ave@\esc

banking in different ways. These will omprehensive

allows bank clients to perfor cial transagtions through the bank's website.

&

Today, online banking comixis biI] nology, f& stance peer-to-peer payment
S

applications and text% : Ra‘g a Olé)@cribed online banking as the
. &

W laz\rad ionzganking products and services directly

uni a&dn channels. Online banking comprises

%

of' c@ate clients to access their accounts, process
NN

tion ﬂ&inancial products and services through a public

or m’Ainternet connectio (@hannak, 2013). Online banking is an e-commerce

p%\fi in the banking and financial services sector. It provides various types of

nline services, including account opening, chequebook request, stopping payment,

alance inquiry, funds transfer, smart card settlement, and other conventional banking

transactions (Suriyamurthi et al., 2012).
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Alsajjan & Dennis (2010) described online banking as implementing banking
services through technology (online service) without relying on the human re?&s
(HR) of banks. Al-Majali (2011) defined online banking as the process o \Mng a
wide range of advanced banking services by directly reaching thé'M website
through a web browser using an internet-connected device. Based OW definitions,
researchers agreed that online banking is the electronic im;ﬁne~ tion of banking

transactions without the intervention of a physical resourc sajjan & Dennis, 2010;

Al-Majali, 2011; Sarreal, 2016). .\d
™

é | _\"}
2.2.2 Benefits of Online Banking 4

.\,‘Z“
Vszu the bank

to perform simple transactions, for |w>penmg a our@ansferrmg funds,

opening a fixed deposit account, a on. The $ed res. d more can now be

N,
easily carried out through a pe%mpu?er (PG) aﬁrom@k or home (Abu-Assi et
al., 2014; Mohamed, 2017)€Mle |,t ec Ilows the client to carry out
or

transactions and queri ords them a : e'sberwces that they can utilise with
4

no extra charge (R ash et at . The d layer of service improves quality,

and clients bec |e #&e tr nI|n klng addresses many financial issues of

¢
clients (MoE{@ZOl . Qnline gant‘;a offers many other advantages, which will
be des % ow. J f Q\

—
>
@D
D

ording to Kanwaria pta (2017), the online banking system is a secure
&l

% to perform financial transactions. It is accessible around the clock from any

Q nd provides the person with the bank’s official receipt. The website, if secured
ith legal security certificates, can deter hacking and online fraud. It facilitates the

process of personal and professional financial matters (Popoveniuc et al., 2019). It
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gives clients the flexibility to complete transactions without the hassle of going to the
bank and foregoing other responsibilities (Rahul Kumar & Anand, 2017). Cliew!un
access banking transactions, their bank account details, and recent transaﬁi_q?hstory
without going to the bank. The online banking system allows CI'{& to track

purchases, expenses, and financial transactions from any place and time (Abu-shanab

& Matalga, 2015; Maneechot & Chirapanda, 2014). Oq|irNking has also
simplified financial affairs, and a person or an organis n nlanage financial

transactions at ease from their home or workplace (Abu-

also apply for a loan, credit card, investment sp@ip, credit li aﬂd @gage
online (Sharma et al., 2018). \ \j("
Paying bills has become easier for N&: ' ine baq@gAlmost all

companies have registered themselv |tﬁ hlling sys wt@enable clients to

pay directly from their accounts @ﬁamed&% g@éﬂt does not have to
N
f

remember to pay bills every m ause onlin benkir@'ovides the advantage of

automatic debiting for Iand% \iois‘bili on Wa@ectricity, credit cards, loans,
(Sh e@' 2018). It gives the client the

online products, and al
’ &

4
flexibility to choo utomatic \Dru g billing period is monthly. It also
facilitates finarﬂl nsacti eduressand reduces the need to visit a bank

!
(Maditinos fi ., 2009;/ Mqgh e(ff 1“7? These characteristics have helped online
\
banking% me 'desp@, especially if the client is aware about the
serv'g&nd is prepared to @Hem (Sarreal, 2016). Accordingly, the benefits of
og%anking can be summarised in the following points:

0 e Unlimited service: Online banking can be accessed seven days a week and 24

hours a day. Everything can be performed with just a mouse click.

plans
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e Smart and interactive: Smart troubleshooting operations with automatic
solutions.

e Comfortable: Online banking is a secure system that allows sched@king
transactions. *

e An easy way of payment: Bills can be paid through the computer with ease
instead of standing in a queue for a long time. V

e Higher rate of interest: Unlike conventional banks, mal interest rate for

online banking ranges from 3.40% to 5%. This s that c lower and

N
savings interest is higher. é ! _{'3

e Efficient and effective: The efficienc ffesLjQ f onkipé banking
T
allows all financial transactions to EWd ou y an
e

Online services are essential, an

A

banks, especially if they can gain c‘b)ers' trusm safety and convenience of

N
. . o 5
online banking. Furthermore, nki ompengﬁve advantage, and bankers
AN

a @er geographical environment

use the system to devel ir business, i
efficiently and effecti . eve'r, like Ew other solutions, online banking has
&

several disadvantageSwJ hese ire arise follows (Agarwal, 2019; Dulawat,
g
¢

&
2010: Koskosas% . N
0 O
e Banking ra

ationship: (ﬁu@ banks allow clients to interact personally

% bank‘.' ank d@)r, for instance, can change an accounting term

out referring to th{bllent which reduces discretion and may include an

\?ndeserved service charge.

e Security: Banks that offer online banking are governed by the same laws as

traditional banks. In fact, in the US, the Federal Deposit Insurance Corporation
(FDIC) insures the deposits of online banks. Complex and sophisticated
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software is used to protect the customers' accounts. However, these websites
are susceptible to malware, phishing, hacking, and illegal tampering. Y-
e Learning curve: The website may be complicated to use. Someti@rials
may be needed to browse the website. *
e Transaction issues: Dealing with complex transactions requiresitraditional face-

to-face meetings. The bank may host meetings and se Mfrom experts to

solve a specific issue.
é NY.

2.2.3 Global Perspective of Online Banking ' _\"}

Some modern banking systems are long in % onom& such as
Y-

the United Kingdom. As mentioned previw nIirTE"ban ing is@e common in
developed countries. In 2010, the L@king Gro ec@he first banking

institution in the United Kingdo rovide s,\'bpwo h%king services, which
N
ﬂplicat ns ( ilemy, 2013). Customers

allows clients to transfer funds ile a

could also access banki \ces l\A

downloading the application into their

smartphones (Chawla %I 2017} obi e‘_ t!amh'g transactions require a six-digit

_ e, & _
PIN code, which onlyl 0Op (Month. Complemented by the high

penetration of rt device were(i}ﬁﬁed by 95 percent of UK residents, the
SK : i
revolutionagy, Innoyation' of e {an@g was clear (Shannak, 2013).

N
ording to adG Pnliné@mking Market report, the global online banking

adom'&ate was expected to@fw by 22.6 percent from 2017 to 2023. Figure 2.1

sg\uﬁe global rate of online banking adoption.
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GLOBAL ONLINE BANKING MARKET

BY BANKING TYPE
B 2017 W 2023 \2
Retail Banking Corporate Banking Investment Banking '
; urc odib (2017)
| _\%80
Figure 2.1: Global Online g Marke

E 4\“'
2.2.4 The Arab World Perspective of Ma king <<

The rate of online banking adoptl in the A
better clarification on this issu cu ena ' @Pﬁa case study between
Jordan and the UAE as hborl Arab (&&q} y, Which shares many
characteristics, such as ulth\gua% eddea |0n I@ and geographical location.

First, Jordanian %ermal ofit @te significant value to the local
economy. They e elo mo m te@logles to enable online banking and

AN
thereby reduci g t| , ahd e(gsxlof transactions (Rawwash et al., 2020).

4
Furtherm ts d not have t rrupt their business day to visit a bank to
inquw a he|r acco fransu{:hons or other banking procedures (AL-Adwan &

A eh, 2017). Desplteh‘aplementatlon new technology and the expansion of

%Jtlon channels by Jordanian commercial banks to include multimedia
Ohnology (Cheng, 2014), online banking adoption is still in the early stage (Abu-

Assi et al., 2014; AL-Adwan & AL-Tarawneh, 2017; Alnsour & Al-Hyari, 2011;
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Anouze & Alamro, 2019; Al-smadi, 2012; Irvine, 2016; Rawashdeh, 2015). In
contrast, Altobishi et al. (2018) stated that customers of Jordanian commercia

and other financial institutions are willing to adopt online banking.

—
=
D

provision for these services is still in the testing phase. *
Researchers have found mixed results on the performance of omline banking in

Jordanian commercial banks. Baller et al. (2016) provided an VM of the status of

online banking in Jordan. Using the Networked Readiness yh:yrlso highlighted

its weaknesses and strengths, which may affect its perfo ce (Tgu .

N 3

1. Political and

regulatory environment Q
10. Social 2. Business and innovation \’
impacts 6 environment \Z
9. Economic 3. Infrastructure
impacts

8. Government

4. Affordability
usage

7. Business 5. Skills
usage
6. Individual usage

=O= Jordan == Upper-middle-income group average
S
? C—) Source: Baller et al. (2016: 118)

@

e&wcrked Readiness in Jordan

St ed Readiness f/'va\ilﬁ?oduced in 2016 and comprises four sub-indices,

n Wreadiness, environmekimpact, and usage. The chart above shows the sub-

Q ries of the four indicators and their results. The first value represents the rank of

143 states after every descriptive phrase, whereas the four sub-indicators in the

second value represent the rank out of seven. The first value of the sub-indicators out
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of the ten categories below represents the rank out of 143 countries, while once more
the second value represents the rank out of seven. In some matters, there is n(?m,
but the corresponding value reflects the scoring process. More details and \hation
can be found in the World Economic Forum document (Baller et al., Zﬂ&

Second, the banking sector of the UAE comprises nationalw.mternational
banks and contributes to 10 percent of the GDP. It assumes M role to improve
the economic processes of the nation by managing finan Xs.a'd financing the
national economy (UAE Banks Federation, 2017). Th king seWgnsidered
d it operat i'ni&ﬁkvl;ws

and regulations issued by the Central Bank of t (Mohdl 17)\‘;~

in ba@g technology
eve@wajor branches to

@sly improving their
N,

the backbone of the financial movement of the count

(Kumar, 2016). In recent years, the b establis

provide better services to their@somer%%n
% oy

infrastructure and innovation anchvdevelo nt, internet and online

banking portals, more ATl\ﬁhtaﬁ’[ ingy(Moh , 2017). The level of online
banking adoption in % is hi'gzuy“dl p&ent of UAE clients use online
&
& @)

banking (Kate, 201 I %

Based on% ove hs )@l’lghting the issues of online banking
¢
adoption, oef's%kin in Jo nén(tt_‘ﬁ?UAE is similar in terms of providing better
h

N

service nolo vel nt, such as improving the infrastructure and

Y-v
%. Still, the level of @é banking adoption in Jordan is very low compared

w
N
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2.2.5 Regulation and Laws of Online Banking

Online banking adoption in any country is often dominated by legal COW
especially the risks to which banks and their customers are subjecte((y}efore
reviewing the online banking regulations and laws in Jordan, regulati he global
and Arab level, represented by the UK as a Western European count nd UAE as an

¥,

Arab and Middle East peer, will first be discussed.

2.2.5.1 Regulations and Laws—-United Kingdom .\d‘

The United Kingdom led the expansion of banking e#a@ng a
Revision Committee to draft a report on Banki |ces{ Pl’a%g.ln 1986.
The Committee published its report in 198 he su?ft m;ékan was client-
activated Electronic Fund Transfers @ns (Shan 20]@%he Commission

recommended the adoption of pro S S|m|Ia r cI

,@\md 84 of Consumer

Credit Act 1974 (Bank of E 015’1 Th :artl state the client handles

financial losses incurred upto where h M bank; after which the bank will be

responsible for any ecé&;ses u& Bboven to incur the losses due to
4 F &

gross negligence,&%ﬂy wi|' \the entigcmes.
Regulato s in d Ki@dm have issued three different strategies

that banks on 4 (_/
\ - -gw
1 ns aki ard ﬂé%sactlons. The bank assumes responsibility
10W1ng the client’s ication, but the client is imposed with a certain
@ff
E imit.
Q 2. Banks will bear the entire risk until and unless the customer’s negligence or

fraudulence can be proven.
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3. Although banks are subjected to banking laws, each bank has its own set of
regulations and rules. Here, the client has two options: accept them or r?m
another bank. (‘}

Article (2) of Banking Code 2008 includes essential commitm t require
banks to treat their customers fairly. Article (12) requires banks to provide their clients
with the most up-to-date information on how to protect th 'rMnts from fraud.
Clients are not responsible for any losses unless they are &:ac't negligently or
fraudulently (Bank of England (2015). The clients are ired owDecessary
precautions and to follow the directives provided b bank./ Th hlthi@i‘/' has
delineated the responsibilities and liabilities of nk and er, c@gin issues
remain unclear and need to be resolved. \, 0\ \ %T

&
O s

2.2.5.2 Regulations and Laws —Ur%&rab \aﬂeg ,<\
In 1996, domestic banks 4 AE S‘egan rin \ine banking (Mouakket,
2009). The Central Bank of.the UAE ( is the regulatory body that issues
S

laws and regulations ﬂ% ks op'e‘ ing/in the@]ntry. CBUAE has published the

7
Minimum Guide@ thel mo ofg.lhe Banking for Licensed Banking
Institutions. Its% op 'nts f@*’risks related to online banking, such as
¢
% [ m‘% n

security, us otection, su s{) (Bl:% management, and compliance (CBUAE,
Qv N
2017). (O toty
;9 - o
AE (2017) allows @anks operating in the UAE to adopt online banking

b ing for a license. The requirements for the application are:
Q 1. The purpose of creating the online banking unit.
2. Suggested location for the online banking unit.
3. Branch of the bank for which the online banking unit will be adopted.
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4. Facilities to be established at the online banking unit and their numbers (ATM,
deposit machines, and other machines). Yv

5. The total number of employees in the online banking unit. ('}

6. Taking protective measures. A

7. Permits or any other appropriate information. Q

Those banks are governed by the banking laws of the L{AE, t each bank has

i Wn, and all

ral @Twill

ns a{y;a bank’s

i resoh@?ﬁThis article

a @?ing service unit

a,a\'l%fng to UAE in 1996,
N\

there have been various obsta%h asﬂliter «@and ine frauds, that inhibited
N\’w

2.2.5.3 Regulation %Lawsl— %
There is &)n b \&ihe I@%‘fn Jordan do not provide adequate legal

om
% i R
protection t rs of Online nl‘ng(g that they do not give proper solutions to

N
settle a% tial dispu Petwea}}inancial institutions and customers (Shannak,

201 is section explains t @His common belief is untrue: the laws could resolve
X&ments between the parties, as stipulated in a wide range of legal articles
elated to Online banking. Examining Electronic Transactions Law No. 85 of 2001,
rticle (2) (Central Bank of Jordan, 2003), it is found that the regulations sufficiently

address important issues related to online banking.
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A. Concepts, Terminology and Assigned Meanings
Article (2) provides specific concepts and definitions of the terms re
online banking used in this law. Articles (7) and (8) grants e-documents ar@tures
with the same importance and legal consequences as their traditio nterparts.
Other articles stipulate the requirements for both bank and client. The bank is
especially required to ensure secure delivery channels. \,
X

l

B. Duties Required .\d

'YX
Acrticles (27), (28), and (29) explain the responsibilities and Ii ilifieiﬁé each

party (Central Bank of Jordan, 2003). These er reldt cles\ajg like the
regulations and laws in the UK and the % eseo‘aw ostly@gi.re banks to
ensure minimum required protection elr anline ban eli hannels, as well

as to provide clear guidelines and c@j’ons to t\eugo e ‘\m using the service. If

N

the customer complies with thQ%\ions',‘then i&liabi@will be passed on to the
N N

bank.

Y | 2 S
Acrticle (27) rele%m ustor} fro ahyw'bgal activities that occur after he
has notified the &so I(]n
regulations (Ceénk |
¢
regarding i % 4 (j')
NN

1. % ome be h&a’responsible for any illegal activities occurring

er his notification to ank.
s

@f the illegal activity occurs before the notification date, the bank will
Q investigate to determine whether the customer has fully complied with the

instructions. If the bank cannot prove his non-compliance, the customer cannot

'3
e @es with local and bank-specific

4 20087..}%hannak (2013) described two scenarios

be held responsible for those activities.
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C. Penalties and Fines

Punishments and financial fines are specified in Articles (35), (36), (3?(1
(38). They specify the punishments and fines for online fraud and on@kmg
offences. These articles described the crimes and their penalties. The ments for
the crimes include imprisonment and financial penalty of up to Y%,OOO (CBJ,

2003). \/

According to the aforementioned, the researcher u;s tt]at the common

perception about online banking laws in Jordan is in rate. Th tlons and
laws on online banking that have been issued b J are o aUIe fe}[hose
employed in developed states like the UK. .\/

\/ "\ 4?
2.2.6 Jordanian Literature on Onl‘\gamg é

The success and developmen e banki ?)r ep@'d on information and
N

communication technology ( anks that r«mplo odern technology and

techniques are more succ uI flnl rket petltlon as they can create

more business, which their perfo a‘nm}ﬂd profitability. Some empirical
4 ’ &

m ntergonal levels has analysed the influence

|ng éém. Table 2.1 shows selected studies on

nf‘Jo@c?

}Prevn& Studies about Online Banking Adoption
X

(7.

Scholar Objective Factors Major results
Shankar &  The goal of the e Website design The results indicated that reliability
Jebarajakir  paper is to examine e Reliability with security and privacy enhanced
thy (2019) online banking e Client service and client loyalty to online banking. The
quality toward Support trust in online banking mediates the
enhancing client o security & Privacy impacts dimensions online banking
loyalty. e Consumer quality on client loyalty except for
involvement website design.
e Trust
o loyalty
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‘Table 2.1, Continued’

Scholar Objective Factors Major results
Abu-Assiet The paper's e Perceived ease of use The results show that compatibility,
al. (2014) objective is to e Usefulness perceived ease of use, security and
investigate the o Compatibility perceived usefulness positively
factors that o Trainability affect online banking adoption. The
influence the online Security effect of all the independent factors
banlng adoption of Demographic toget_her gnd identifies a positive
clients who have characteristics relationship between them and
internet access. online banking adoption.
Isiboretal. This paper aimed to Bank perspective: The finding found that online
(2018) know the impact of e online banking banking has improved clients’
online banking on e Clients’ satisfaction satisfaction and caused the growth
clients’ satisfaction o Economic growth of the economy.
and economic
growth.
Anouze & The paper aimed to e Perceived usefulness The results showed that perceived
Alamro examine the status e Perceived ease of use usefulness, perceived ease of use,
(2019) of Jordan's online o Reasonable price reasonable price, and security,
banking and to o Security appear as obstacles to intention to
elucidate the slow use online banking.
adoption.
Al-Hawary  The purpose of this e Ease of use The results indicated that there is
& Hussien study is to e Web site design statistically significant effect of the
(2017) investigate the o Usefulness all online on banking factors
influence of online o Accessibility client’s  loyalty, except for
banking on the 4 costof use accessibility factor, the results
clients’ loyalty of Privacy showed it has insignificant effect
Jordanian on client’s loyalty.
commercial banks.
Salihu & The study aimed to e Product improvements The findings indicated that
Metin examine the impact e Efficiency efficiency has negative effect on
(2017) of product e Reliability client satisfaction, while service
improvements, e Client satisfaction and reliability effect are positive.
efficiency, and
reliability on client
satisfaction of
online banking.
Rawwash et  This paper aimed to e Ease of use The results showed that ease of use,
al. (2020) determine the e Trust privacy, perceived usefulness, and
factors  impacting e Perceived usefulness  trust positively affected online
on online banking o Security & Privacy banking. Convenience was showed
in Jordanian banks. 4 convenience to have no influence on online
banking.
Yaseen & This study aimed to Effort expectancy The finding showed that social
El Qirem examine the major perceived online influence, effort expectancy, and
(2018) factors  impacting banking quality perceived online banking services
the use and ¢ Social influence quality to be good indicators, while
adoption of online o pedonic motivation hedonic motivation and
banking in the o performance performance expectancy are not
Jordanian expectancy significant indicators.
. - commercial banks.  § J-line banking
WyMasoud &  This paper aimed to e E-service quality The study showed that there was a
AbuTaga determine  factors e E-security significant impact of e-service
W (2017) impacting ~ clients’ o E-perceived quality, e-security, e-perceived
online banking usefulness usefulness, and e-reliability on the
adoption in Jordan. o E-reljability online banking adoption.
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‘Table 2.1, Continued’

Scholar Objective Factors Major results
Isiboretal.  This paper aimed to Bank perspective: The finding found that online
(2018) know the impact of e online banking banking has improved clients’
online banking on e Clients’ satisfaction satisfaction and caused the growth
clients’ satisfaction o Economic growth of the economy.
and economic
growth.

rce: Author

Table 2.1 summarises several studies on online bank adoption and its
determinants. The literature provides several insights on the Wof technology on
all transactions in the e-environment. This review, e on@kaelated to
technology in banking. The literature review shewed that fther is' a &&Tﬁve

kg

relationship between several explanatory factors ch as }-s vic quaI'QL, ease of

use, convenience, reliability, security, prior a!ine Mge, a de\e/mographic

characteristics — and online banking ado@}( hes zct aveda strong influence
on online banking adoption. \

Based on the literature, th% Q ags of tors aIgst can influence online
[7 Q—

banking. In other words, a d or incr | theﬁfefctors will lead to lower or

N
higher online banking fopt . Prior 'nudi h ve@lighted security as an obstacle
to the adoption of online b ingd{

iah @ks. Researchers also differ on how

to measure onlir@g a@but @ agree that e-service quality has been
N
effective in d@ﬁng nline ?hg &%ﬁtion.

Fin Qeompre ensive revi ('o}f the Jordanian literature indicated that most
z : 4

{

of thestu ave analysed the{/ﬁﬂ'uence of online banking adoption and ICT in the
o

b WSystem. Therefore, therg is a rarity of studies on online banking performance

ent and its determinants in the context of Jordan, and thus highlighting another

Op in literature.
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2.2.7 Performance Assessment

The concept of evaluation performance in Islam refers to dedication tw,
which is considered a virtue. In Islam, the individual must put enoug@! into
work. Islam also encourages him to consult and cooperate to overco acles and
avoid mistakes. In other words, there must be plans to manage socwgrfd individual

relations to promote social life at work, since work creates an, '|nde dent identity for

the individual, as well as to boost his self-confidence an - teerr (Ennew et al.,
| y

1993). Competition at work may encourage quality impréyemen (EnrighYt& Newton,
23

2005). The Quran urges Muslims to improve their "The artis o'A;{ab\, who

disposes of all things in perfect order for he iv cq aintt J al@ﬁ ye do".
urages @ simi

(Al-Qur’an. Al-Naml 27:88)'. The hadith €aco r objeé\:z; "That God

loves when one of you do it well*“(Hadith. Al-Al . Kit"% as-Sagheer wa

Ziyaadatuh: Juz |: #383)2. cq \T ,<\

N
On the other hand, the % indicatedythat Eggmance assessment is a
Isations to

strategic process because i@rga{ @ valuable information about
their performance (AL% & AL-Tara ;I‘I, 8@7). Assessment helps to identify

d &
their strengths and Wessesl E\m aryge/performance is not an end in itself,

but it is a vital ‘{ con 'O\A/tr(*-(%é}étcher & Williams, 1996; Rojas, 2015).
¢

Furthermor mange ass nént@(ases on determining the difference between

NN

isati

what tth, of hievedi\and what it had initially expected, as well as
eate i
bet

ctual and required @mance (Lancaster & Massingham, 2005). Though

QII Quranic translation in this writing are based on Abdullah Yusuf Ali. 1989. The Holy Qur'an, Text,

ranslation and Commentary. Maryland: Amana Corporation.
2 Al- Albaniyy. Sahih Al-Jami. (Internet). Abu Sabaayaa. 2010. Saheeh al-Jaami as-Sagheer wa

Ziyaadatuh'. #383. http://www.emaanlibrary.com/book/selected-ahaadith-from-saheeh-al-jaami /
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researchers have proposed different concepts of performance assessment, there is a
general agreement among them about its meaning. As a general idea, perfow
assessment is the process of getting valid information about performa@%&i the
factors that influence it (Wanyoike, 2016). It differs from other kindkaessments
because it focuses on the organisation as the unit of analysis (Rojas, 20%5).

It could then be concluded that performance evaluatio thinuous process
that is of interest for both organisation and customer, as i c

m'to achieve their

objectives. Performance measurement can also help t rgani at| rmme the

possibility of achieving its intended goals aéwaw plans _for br&@ﬁ and

porte@g;y country's
financial growth. In a continuoNatlle envi en %derstanding its

T)\}ikh & Blagui, 2017).
N

Improvement Y..
In the financial markets, bank per OW sa

determinants would reduce the thre economl

Hence, the extent to which b uenﬁ'y an succe ly perform the services
provided determines not o the ve, clients' t the banking sector but also
S an t he g@ral economy (Clementina & Isu,

the performance of th mselv

d o
2016). Besides, a %rfomll enha égei the technical innovation and social
skills of human, resources 'ort ec':%ﬁent interpersonal relationships in the
workplace Itlm eI b efis @&Bank (Abdallah, 2014; Callaway & Jagani,

NN
2015) toty

Y-

&use of the emergentre\)a'f the global economy, e-business has become the

mis ortant factor in the future development of banking, affecting banks’ business
@ marketing strategies (Anouze & Alamro, 2019). Online banking has become
ommon because of its flexibility and convenience, as well as transaction-related

features like efficiency, speed, accessibility, etc. (Rawwash et al., 2020). Despite the
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potential features of online banking, there is some debate concerning how and whether
their acceptance improves the performance of the bank. Efforts have been r?!o
examine the role of online banking on bank performance. A study c@kd by
Ngango et al. (2015) indicated the positive effects of online banking Ir banking
performance. The results confirmed that those banks with growth and"high profit are

more likely to be utilising larger numbers of online banking. T hm concluded that

online banking leads to an increase in profits in the long-t '

2.2.8 Online Banking Performance Assessme@ I _\‘-}
Online banking performance refers to t?ﬁ of% , th{?ﬁmber of
online transactions and online banking useﬁ\@ lavwi, 2 . Sad@sgt al. (2012)
described online banking performanc %ﬂplex pr tha@%ludes interaction
between the technology, environmﬁyjternal 0 '?s, external activities. The
N,
online banking performance 0 rrﬂ-:an multi((d/{l?ensional construct that

encompasses the service h’pror a useE@aluation of the service, as

suggested by the inseparability’characteristi of senvi s (Olayinka, 2012). In addition,
4 ’ &
the diverse operati wuesiﬁk ang'g_regulations provide opportunities for
banks to produsq ient iti 'al artjsﬁfectronic banking services (Anouze &
¢
Alamro, 20 %ous Far i,&O@L.)Such improvements are only possible after

NN
detailed@zs, mentand ?ysisn{\online banking performance (Olayinka, 2012).
X

&ce management he@'fes like total quality management (TQM) and

c r perception approaches have respectively discussed the assessment of

erwices from the operations management and services marketing perspectives.
onceptualising banking service as an online service and combining the components

of online services (e.g., product/service, service delivery, and service environment)
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with the emerging e-business and e-business studies in developing countries, online
banking improvements can be identified following a service analysis and perfow

assessment of the online service components (Taylor et al., 2008). ('}

2.2.8.1 Service/Product: Assessment and Analysis ?
Whereas tangible products are assessed based on physi specifications,
intangible services are evaluated based on customer servi it and environmental

analysis (Olayinka, 2012). The following section Sses h(!,\as§4ment and
L ]

analysis of the service and service environment s@ l _\‘-}
4
<

2.2.8.2 Service Environment: Assessmenw al

The service environment in 0 services inc org@% tional resources
rformance of online services

used by the service provider. Studi@he effec\nd$e
N,
uctiv ¥,

have been inconclusive due t%od ity nado%qu information technology

payoff (Chuang & Lin, 2%2: u] @es on service performance
measurement offer va% spectives a aha@al constructs in describing and

4 ¢ &
measuring the inf% 0@ oduc (organisation, industry, and country
0 .

Ircu autima ak, ; onammaayari ingn, ;
(Chircu & K 2 5003 Mohammadyari & Singh, 2015

et
’ 'C—)

ViIasecaetE!%; Zhu et al 5 00'4)(-}
r

T es eqVi ?n is dé?\cribed as organisational resources, and internal
organisation assessment me s(.u}é comprise business value, competitiveness, and
p \vity (Friedline et al., 2019; Santhanam & Hartono, 2003). Moreover,
tandardised self-evaluation systems and management of organisational performance

stems, for instance Japan Quality Award, Educational Accreditation Quality
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Systems, and the Malcolm Baldrige National Quality Award, can also be considered

g
3

The service delivery systems, including the procedures mechanisms

in the assessment of service environments (Olayinka, 2012).

2.2.8.3 Service Delivery System: Assessment and Analysis

employed in providing services, may use organisational criteria suchvas business value

formance. External

O\Mjstry- and
Y

client-level perspectives and offer robust assessment he interna pdrt@ and

and productive capacity, which give a sample overvie

criteria, like service quality and competitiveness, in c

comprehensive service response (Olayinka, hege <Cli vel @ssments,
mostly of service quality and satisfacti ar app\opr mea%;z; of service
performance. They have been imple ed B examine per@‘fan of consumers

about organisational services and %Derform\mgin such constructs as client
;&3! N

value, service quality, and sati i (Gelﬁ et ala Ol?;Q(Bssad et al., 2006; Oh &

&
Kim, 2017). N §‘

The extent of sefvi rketinJIiter t‘lirle 'ﬂ@ﬂe preceding section emphasises

4 <Q

their dominance in Wmer e'/ \l'ren of ggrmance; given the two-sided nature

of services tog@ith t -'dimeé%al explanation of service quality, the
¢

insulated a &Dn off these o&elb‘k.)?ngs up questions of durability (Olayinka,

NN
2012). % gly, m%g%l of enline banking performance showed is established
L 9

in the service of science stu@nd is described as a multi-disciplinary and multi-
lonal construct. The model includes the service environment and the systems of
ervice delivery determined by services marketing theories and information systems

nd respectively.
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The online banking performance model is developed based on the relational
view of online service, calls for multi-disciplinary research in service ?H!e
management and engineering (SSME), and the multidimensionality of servi ems
(See Figure 2.3). The relational online service view defines servic!%@ems as a
collection of resources that co-create or co-produce the service st & Kannan,

2003). Therefore, the evaluation of online banking perform cmcombination of

performing all components of the service system, includin t, ervironment, and

delivery (Taylor et al., 2008). The intangibility, peris nd™ rability of
3

ility,
Yv
ducts las nt}g@rt of

ensio\nfal' i exp@d by two

components of evaluation, that is, the service,proyider ﬂd C umer@?e:, 2008).

The model below shows the infwasystem c tua@hon of the service
environment surrounding online bankiag, which I\My ank lients to create value
N,

(economic, customer, and orga%l). Tﬂe service deli system is explained by

the gaps model of service guality; fr

most online services support the evaluation of servi

service delivery evaluation (Olayinka, 2012).

&
cus&@r perceptions of quality are
used as a proxy of cus% formance ( a:ylnkbOlZ). The model also highlights

'

the important rol wnli@ perfg&i‘%ce on value creation, customer
satisfaction (Z% ry , l5), éﬂ’omic value (Ifm and IBM, 2007), and
organisatio S@ty( an‘ rfbu@il?ZOOS).

Thef efficacy of 'grvicev&?stem (service delivery system and service

env nt) is constrained @‘rganisational strategies, government infrastructure
S%X and socio-cultural environment (Briceno-Garmendia et al., 2004). These
actors are important for online services in developing countries, whose infrastructure
uality and socio-cultural readiness are typically low (World Economic Forum, 2016).

These socio-cultural factors include technological readiness of customers
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(Parasuraman, 2000), perceived ease of use technology, perceived ease of usefulness
(Davis et al., 1989; Weijters et al., 2007), and the customer's role in service (V!!y
(Broderick & Vachirapornpuk, 2002). Others include the price of usi ased
service (Al-Hawari & Ward, 2006), clients’ need to interact with the 59& provider
(Yaseen & EIl Qirem, 2018), and perceived risk of loss (Zhang &Wtok, 2005).
Infrastructure factors are the service quality and acces Md by services
companies, such as telecommunications and power (Brice Ye.n ja et al., 2004).
In summary, the assessment of online bankingwperfor Muires the

idering clie e’ce:f?;‘:and
orrKn{e atiQQJ%'f online

rovid‘ar and user ,@E\tion of the

evaluation of both front- and back-stage activities,

provider performance (Olayinka, 2012). Th

banking is a process that includes both s
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Environment g

Organizational strategies Economic
value

Service environment

[~
Work system
\)
Customer Online banking Cust:)mer
performance value
Service delivery i _
il Fe
Perceived quality
P o Organizational

value

Customer risk i \
Perceived ease of use V W
-
Perceived usefulness % <§
Perceived risk \ O
Price % \T _\
Social interaction % \&
Technology readiness ? (] 4 0)
? . , Source: Olayinka (2012)

'S
Figure 2.3: On% mﬁ rformance Model
Added to @ov |previ S S s established that website quality

B
components @Y , and }@) mgvé significantly related to online service
performanQQus et al., 2007, Cﬁé et al., 2012; Kassim & Hussin, 2010). In
4
i a

eisi et 201‘:1), @T’id that banks were affected by website quality to

additi
m% eir online banklng\performance. However, other prior study indicates

cal results showed that continuance intention has a positive effect on the online

OVice performance (Mohammadyari & Singh, 2015).
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2.3  Website Quality

2.3.1 Quality Concept Y-
This term quality is recognised for its effect on external clis@rvice

recipients), particularly on their behaviour (Apostolou et al., 2017; E&I., 2018).

Quality refers to the excellence and superiority of products/servicm it includes

the characteristics that meet the client's needs in all effor.{i related to processes,

marketing, manufacturing, and maintenance (Charles et al'20%6). Furthermore, the

term quality refers to the availability of all featur nd a??o{rdcs in the
L ]

product/service on time and with lower cost, which e needs a x}e@ns of

is_the e 0 w@; specific
Ny
clients, wl@er implied or
&

explicit. \% O

The concept of quality is not %o Musll\lsl%w g@\its adherers to master
their jobs; it calls for improv%ualit)'/i, and mfici'Q in work, and promises
rewards for those who im }Hkir . In‘the Q@ the Almighty says, "Those
who believe and Workgp%ness, \Irily %hab'lot suffer to perish the reward of
any who do a (singléki hteou:]
urge Muslims twm\‘gvet i
do somethi %.
#383)°, % wing’

A\

-1

VAII Quranic translation in this writing is based on Abdullah Yusuf Ali. 1989. The Holy Qur'an, Text,

Translation and Commentary. Maryland: Amana Corporation.
4 Al- Albaniyy. Sahih Al-Jami. (Internet). Abu Sabaayaa. 2010. Saheeh al-Jaami as-Sagheer wa

Ziyaadatuh'. #383. http://www.emaanlibrary.com/book/selected-ahaadith-from-saheeh-al-jaami /
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2.3.2 History of Quality

In 1911, the concept of quality gained great interest when Taylor puw
Scientific Management Principles, which uses statistical theory t((‘q\sﬁnt a
framework for increasing employee productivity in industrial organisa etMB
2010). The 1920s then saw the effective application of statistical%r'y in quality
control. In 1924, Shewhart created the first modern control_charty(DJI, 2011). The
works of Shewhart, Deming, who built on Shewhart’s w YTDc'dge and Romig
contributed greatly to statistical process control theory. ertheless, echnlques
were rarely implanted in manufacturing firms until ate 1940s |tfal _@lngh

2012).

At that time, Japan’s economy and Ingustr wemx virtbally de;@yed; it had an

ro@(MittaI & Singh,

illiterate workforce and could only m& low quahi

2012). In an attempt to improve @jtuation,%%)a

'}equested the help of

experts in quality, like Deming n (The Glabal Voice-of Quality, 2011). By the

&

early 1950s, quality man m (1 s@ grown rapidly in Japan,
ent h||'o

becoming the main su anage In the 1960s, QM and control

&

y tgend of the 1960s, Japan had become a

had become the m wcern 'In
&Q

more effective co counterparts (DJI, 2011).

Accor W orn‘.&* C 1994), the first standard on quality
Ibo 3' c.a (1994), the fi dard l

manage ent, 180 9 |ssu£\|n 1987. The standard was then upgraded to

Y-v
glo I|ty management (@\/I) which complements modern global quality

s%X(QMS) employed by companies today. Figure 2.4 shows the history of QM.
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Product, process, and e Before 1900
craftsmanship inspection

[ Statistical process control ]’-“ e 1930s onwards

[ Acceptance sampling h e 1940s onwards : %
Total quality control ;:]L ¢ 1950s

Quality assurance system h ¢ 1960s

standards

. ¢ 1970s onwards
Total quality management

Global quality management * 1990 onwards
v

illborn & edbg§§§§?él)
s b 4§
\

Figure 2.4: Hist N

: Inspé;ozr; controlled
rvic@oducts. QM then

Figure 2.4 illustrates the historical

and examined the processes to identiwsal quality

adopted quality assurance practiceCﬁune of Its.di gnsi
now, several terms of quality %n us i
N ide ty management and control,

Terms like total quality ma?~ t, T
total quality control, M vement are i'elj @fer to QM (Willborn & Cheng,

ns;_From the 1980s until
N

oy

u:at(zge efforts of organisations.

d &
N &

Excellencﬂ\/&M in 'lng scajéfof-the-art information technology. The
¢
industry deEs%)n software at“pe@c%s without error (Juran & Godfrey, 1998).

NN
QM car% anisation ?videv%y-to-use and beneficial applications, in addition
to dgsigning website and prep@maintainable software (Mittal & Singh, 2012). QM

1994).

h anisations to design websites and systems that meet customers' information
equirements and comply with industry standards. Customer needs can be met by
ffering easy-to-read-and-navigate interfaces, meeting user needs for changes, and

satisfying the decision-makers of QM (Loiacono et al., 2002).
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Since its introduction in the mid-1990s, e-services have spread around the
world, changing many business activities (Hasan & Abuelrub, 2011). Howeve
has also been a widespread of websites with a large amount of informat@ether
high or low quality, in addition to explicitly misleading websites (Foggxl., 2001).
The web explosion has called for measurement standards to asses&ggs,ite quality,

Ngoal is to make

re, 2005). Issues of

iw 2003) A

a bad im 41d Cv}akens

s% ssesgy;é quality

rs sﬂthe an co@ually improve
them (Barnes & Vidgen, 2007). \) é

In the last decade, several stu ave foc Ww @design for general e-
N,

such as its accessibility and usability (Hasan & Abuelrub, 2011

the website profitable and useful and accessible by the us

quality awareness have recently emerged in industrial

complicated or difficult-to-use website gives com
their positions (Hasan & Abuelrub, 2011). C

of their e-services and compare it to their c

commerce and information | Zhar% & Pran, Qh;a) Website design and
development are very cri I th of merce (Cho et al., 2015).
Previous studies ha D%:lsed“lthe al te@ﬂologlcal- or a client-oriented
perspective to e &he miu M terls%gs/of e-commerce. The technological-
oriented viewpgint \ﬂ:} r]éfdm characteristics such as accurate
information b3|t usab y, an ('f?elr impact on client adoption of a website

(Palmer The glient; Pnted‘é?w concentrates on the website’s provision of an

evel of SEQ in acc@ce with what clients expect (Cenfetelli et al., 2008;

Furthermore, the literature indicated that website quality (WQ) involves both
hnlcal and service components: INQ, SYQ, and E-SQ (Ahn et al., 2007; Bai et al.,

2008; Chang et al., 2014; Chen et al., 2015; Chen et al., 2017a; Hsieh, 2019; Liang &
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Chen, 2009; Lin, 2007; Rostiana & Zuliestiana, 2019; Wen, 2009). These results are
consistent with IS Success Model suggested by DeLone & McLean (2004), wa
been adopted by several studies that seek to measure the success of e-con@}lNQ
refers to the clients’ perception of the INQ provided on a website wlﬂ*a critical
component of 1S success (McKinney & Yoon, 2002). INQ reflectsWntent of the

banks’ website as perceived by a client as being accurate, quMup-to-date, and
a

relevant (Chen et al., 2015; Liang et al., 2011). SYQ refe lien"s perception of
overall website system performance (Chen et al., 20 hen ewm). SYQ
L ]

eal, and ease of u_ié%gr:ou,

-s\f' via\tﬁ website
comprising reliability, personalization, r

i nessy\ an ssura@ghen et al.,
2015; Zhou, 2013). \:')
\ Y
A
o >
2.3.3  Website Quality Com q &
With the aforementigned tifilﬁe}c‘@ study makes use of three

components are INQ, % E-S('Q‘ om f‘dreﬁ@'website quality in the Jordanian
&
commercial banks. W% SY(i,

components thatbringwabo

¢
Chang et al % Kassim & 6‘.(30). These components are presented in the

% NN
followir% ns. J’v)‘, ~é\
X
S
.anormation Quality
Q It is natural to consider that the concept of information leads to information
uality (INQ). One may consider quality and INQ in particular as the level of benefit

or the fitness to employ (Juran & Godfrey, 1998) in one or more tasks/contexts.

reflects the level of access speed, navigation, visua

2013). SEQ refers to a client’s evaluation

D

-SQ géke up are important website quality

c

ervic&:’}&rbroved performance (Agus et al., 2007;

(92
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Additionally, concepts such as satisfying or exceeding client’s expectations (Evans &
Lindsay, 2005), draw more attention to client needs. Although these two com
may initially look different, they are two sides of the same coin. Client@tion
requirements are mainly shaped by the tasks/procedures that the client‘évds.

INQ refers to the client-perceived efficiency of the electronic W and client-

perceived criteria for online content: it must be relevant, error-free, complete,

consistent, and timely (Bock et al., 2012; Ranganathan & hy, 2002). The INQ

can erents with

X
is, 2012). Pettef &‘-@'clean
p t of the i orm@; system,
such as reliability, accuracy, completenessfsand rtherr@:ﬂNQ relates

to the integrity, error-free, and ti najre of i ati(@f)roduced by the

information system (DeLone & Mn, 200 \*d%d QOe above, it could be
A N,

concluded that the quality of ati&"l in q:on(tf}t. f online banking is the

ability of the banking system to OVI S users v@ website that is featured by

new, easy-to-understa and accurat nfbr@'on.
4 b 4 &
Previous s;wndicaf \ﬂ'ral ease caf access and control are critical
determinants o% " p i

!
¢
2018). Infor gf(athat erro ré, tﬁ”r_(};? , and complete are critical dimensions for

NN
INQ in ingvservice }hermm? DeLone & McLean (2004) and Saha et al.

can also mean the extent to which an information sy

timely, relevant, and error-free information (Aziz

(2009) stated that INQ is the characteristics o

Y-
(2012)&ed that IS Success @él can be adapted to the measurement challenges of

t Ee-commerce world. Along the same line of discussion, the literature review

@ s that while the empirical measures of INQ models differed, they shared some
0

mmon dimensions. Table 2.2 summarises the dimensions of INQ used in the

empirical literature.



Table 2.2: Comparison of Information Quality Models

Scholar Conceptual Model  Dimensions

Lee et al. (2002) INQ Model Completeness, Concise representation, Believability,
Consistency, Appropriate amount, Ease of operation,
Accessibility, Free-of-error, Understandability,

Interpretability,  Timeliness,  Objectivity,  Security,
Relevancy, and Reputation.

Eppler & INQ Model Accurate, Convenient, Accessible, Timely, Secure,

Muenzenmayer Traceable, Applicable, Interactive, Consistent,

(2002) Maintainable, Concise, Responsiveness, Comprehensive,
Correct, Clear, and Current.

Kahn et al. INQ Model Representation, Accuracy, Interpretability, Relevance,

(2002) Obijectivity, Concise, Understandability, Completeness,
Consistent, and Appropriate amount.

Dedeke (2000) INQ Model Ease of navigation, Controllability, Conformability,

Technical access, Relevancy, Learnability, System
availability, Interpretability, Structure, Error tolerance,
Adaptability, Timeliness, Visual signals, Technical
security, System feedback, Consistency, Responsiveness,
Audio  signals, Data accessibility, Conciseness,
Appropriate data, Value added, Efficiency, Data
convertibility, Completeness, Contrast, Data sharing, and

Readability.
Klein (2002) INQ Model Relevance, Accuracy, Amount of data, Completeness, and
Timeliness.
Wang & Strong INQ Model Concise  representation,  Accuracy,  Accessibility,
(1996) Relevancy, Interpretability, Objectivity, Security, Value-

added, Ease of understanding, Amount of information,
Believability, Representation, Completeness, Reputation,
Consistent and Timeliness.

Q:)' Source: Author

Based on Table 22 are eW sur@mg considered e.g. Dedeke
(2000), Eppler & Muenzen yer (2Q0 hh e@ (2002), Klein (2002), and Wang
& Strong (1996) \hver tlns study ada%d 13 items from Lee et al. (2002),

because it ha h r copsiste arld Eg_)ﬁablllty In previous tests, their Cronbach's
alphas We nf

u?o 4, Iﬁeﬁtems were also relevant to the context of the
in

study. |men3|o c‘ludev@-mellness believability, consistency, appropriate

Asecurlty free- of-m understandability, relevance, interpretability,
|ty reputation, completeness, and accessibility.

Furthermore, INQ is a unique factor influencing the online service performance

(Kassim & Hussin, 2010). Banks that high-quality information are more aware of
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improving their performance (Al-Dmour et al., 2021). As noted by Chen et al. (2015)

and Liang et al. (2011), INQ reflects the content of the banks’ website as perce

a client as being accurate, sufficient, up-to-date, and relevant. McKinr@/oon

(2002) found INQ to be an important influencing component success.

Furthermore, Abu Bakar & Melan (2018) also noted that INQ is theWresponsible

for the continuous intention to use online services. In additi Mi & Kepeghom
&=

(2013) mentioned that customers’ continuous-use intentio Siti'/ely affected by

the INQ content of an online banking system. .\d
X

<D | &
2.3.3.2 System Quality 4 \/‘T

System quality (SYQ) is defined "th :cli

performance in information retrieval deD/ery" (M

s,e@‘ras accessibility and
N,

hi website is easy to use to

SYQ can also mean the technical res of a\ebsve

usability (Xu et al., 2013). Mor% is thg lev
fulfil tasks (Schaupp et al@ In I icular, S@epends on the needs of the
clients, as defined duri% alysis and elbpﬁ@ﬁt of the website. It is considered

a critical factor of t satisfal:

g

desim& technical viewpoirtk ble et al., 2008). SYQ has also deemed a criterion
‘@ma processing operation itself. SYQ is based on three elements: ease of use,
ccessibility, and interactivity. Accessibility is the availability and responsiveness of

e system. Interactivity is another significant element of SYQ (Chen, 2010). Speed

and availability of the system are also important because they allow clients to
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complete their needs without too much waiting (Lederer et al., 2000). A high-quality
website can afford clients with more convenience, privacy, and responsiveness,(Saha
et al., 2012). In addition, it could be concluded that the quality of the s{s_% the
context of online banking is the ability of the banking system to provi&ksers with
a website that is featured by reliability, usability, efficiency, prlvacyw rtability.
The literature review shows that SYQ has been W|th different
dimensions in the information system literature, th h ed ,some common
dimensions. Table 2.3 summarises the dimensions of S sed i twtudles

Table 2.3: Comparison of System ity Mo els l _\f—}

Scholar Conceptual Model __Dimensiens. SN / iy
Gu et al. (2009) and Conceptual Model Reliability, Accessibility, Network speed Flexibility,
Montazemi & Qahri- for system quality Aesthetics, and Navigation.

Saremi (2015) on the technical
Ali et al. (2012) The ISO 9126 Functionality, = Usability, = System  Reliability,
software quality Efficiency, Maintainability, and Portability.

standard model

Bharosa et al. (2009)  Conceptual Model Accessibility, Response time, System reliability,
for system quality System flexibility, interoperability, Ease of use, and

requirements Context awareness.
Sedera et al. (2004) Systems Success Ease of learning, System accuracy, Ease of use, User
Measurement requirements, Customization, Sophistication,
Model Integration, Features, and System flexibility.
Lee et al. (2009) Conceptual System reliability, System flexibility, Stability, Ease
Framework about of use, System speed, Network speed, Sophistication,
Usage of Mobile Usability, Response time, Access convenience,
Data Services Accessibility, Integration, and Navigation.
Nelson et al. (2005) Determinants of Accessibility, System flexibility, System reliability,
System Quality time and Integration.
Source: Author
Acco g Table 3 there ar few measures being considered such as
Bharos aI (2009‘5 09) and Montazemi & Qahri-Saremi (2015),
NeI l. (2005) Lee et alu@\69) and Sedera et al. (2004). But this study adapted
61 from Ali et al. (2012) because they have higher consistency and reliability. In

evious tests, their Cronbach's alphas were ranged from .73 to .92. The items were
Iso relevant to the context of the study. These dimensions include system reliability,

usability, functionality, efficiency, maintainability, and portability.
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The literature of technology acceptance suggests important links between SYQ
and online service performance, which have been argued to be two of th
important organisation decisions made by managers (Chang et al., 2012)@efers
to a client’s perception of overall website system performance (C l., 2015;
Zheng et al., 2013). SYQ reflects the level of access speed, navigatmual appeal,
and ease of use (Zhou, 2013). In relation to this, Kim et al. (20 und that INQ is
the core variable for understanding clients' continua ?e:

tlrn to use. To

understand the level to which a client is willing to use technologys co sly, |ssues

relating to website quality are essential (Okechi @om 2013) ' _{—)
\ \/‘z~

2.3.3.3 Electronic Service Quality \/: u\ g
Unlike the service quality lit }1ere IS S Ia theoretlcal and

empirical research on e-service qu (E SQ) ?m ; Alwan & Al-Zubi,
N,
2016). E-SQ is a modern con 'I ter ncézg been various. E-SQ is
increasingly significant i CITAFV ion of virtual marketplace
performance (Santos, % SQ |s" #}bf concern because it may lead to
N sed

the failure or succ of isation or service (Zavareh et al.,
2012). &
s
In the SQ as be dgsctl_t} in different ways by several scholars and

NN
researc nsm e f Ruyé} et al. (2001) perceived E-SQ as a reactive,

nmmused, and online:lbased client service that is incorporated into the
s

1 t10n s systems and supported by technologies to enhance the relationship

& een the service provider and client. Ariff et al. (2012) described E-SQ as the

nctionality and perceived quality of a system following its usage. Zeithaml (2002a)

defined E-SQ as the extent to which a website facilitates effective online service.

60



Website quality affects the online service experience of clients before, during, and
after using it (Zeithaml et al., 2002). Santos (2003) stated that E-SQ is the I
customer evaluation and perception of online service delivery in @}rtual
marketplace, and Rowley (2006) referred to E-SQ as the simpliffé@livery of
services via information technology. Add to the above, it could be mded that the

quality of the electronic service in the context of online banlgiNEle ability of the

banking system to provide its users with an efficient, sive', and fulfilling
website. .\d
23
_ _ N oy
In relation to this, Santos (2003) noted that IS import ai C‘@S can

assess online services faster and more accur n La\df'ti ervir\eg'and that

eq\JaI high n traditional

services. In addition, before organismaers high-

determine users’ perception and e%iion 0 i %
N
2005). On the other hand, somesgei ieg' e.g. IuAdv@

and Mohmoodi & Asetmal @indﬁt
the extent to which us and perceiv })ﬁliﬁbjanking. Companies that provide

b 4 <Q
online services real'wt the ir i ccességm)rs of the service include the quality

client expectations of online services areﬂ‘w y

ty s@a es, it must first

g

(YYang, 2001; Zeithaml, 2000b). (5'0
¢ J (,R
Furth e, a review f" thbl' erature revealed that studies of E-SQ
NN
measur% ve hée a vm’&/ of scales. The table below presents a set of

/ Y |
me being considered s@é Kenova & Jonasson (2006), Siu & Mou (2005),
%&Donthu (2001), Wu et al. (2008), Zavareh et al. (2012), Zhilin et al. (2004),

/

6 aml et al. (2002) and Zeithaml (2000b). But this study adapted 7 items from the
-SERVQUAL scale developed by Parasuraman et al. (2005) because they have

higher consistency and reliability. In previous tests, their Cronbach's alphas were
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ranged from .83 to .94. The items were also relevant to the context of the study. These

dimensions include efficiency, fulfilment, system availability, ;w

responsiveness, compensation, and contact.

Table 2.4: Comparison of E-Service Quality Models A

EE—

Scholar Conceptual Model  Dimensions

Zavareh et al. E-SQ Model Efficient and reliable services, Security/ Trust,

(2012) Fulfilment, Ease of use, Responsiveness/ Contact and
Site aesthetic.

Wu et al. (2008) E-SQ Model Customization, System availability,  Fulfilment,
Contact, Privacy, Efficiency, Compensation, and Site
aesthetics.

Kenova & Jonasson E-SQ and E-RSQ Fulfilment, Site aesthetics, Credibility, Efficiency,

(2006) Model System availability and Security.

(Parasuraman et E-SQ Model Responsiveness, Fulfilment, Privacy, Contact, System

al., 2005) availability, Efficiency, and Compensation.

Siu & Mou (2005) WebQual Model Security, Efficiency, Credibility and Problem
processing.

Zhilin et al. (2004) WebQual Model Reliability, Responsiveness, Competence, Ease of use,
Product portfolio and Security.

Zeithaml et al. E-SQ Model Privacy, Efficiency, Reliability, and Fulfilment.

(2002) and

Zeithaml (2000b)

Yoo & Donthu SITEQUAL Model  Ease of use, Handling speed, Security, and Aesthetic

(2001) design.

AR A Source: Author
“ &
As the above discussionﬁﬁi~ tes, th impq@ﬁ goal of website quality is

N
the focus on contircus iervice mpr erpe@ he appearance of constant
itive

improvement is positive, he IS ﬁéﬂy linked to total quality. It is also

simple and eas@dem@d regliifes low investment cost. Continuous
Ny

improvementﬁij eeme ne e most effective methods to enhance

O

competit'v‘@,’bespe thefapplic of such methods as information technology
d

4
(Wah&, 11) and six sigm ssant et al., 1994; Shah & Ward, 2007; Pettersen,
\

2 Os\
he application of IT in companies is increasingly growing. According to

alkawi (2017), IT is typically implemented to improve comprehension and to

—
(@]

measure website quality. Alzoubi et al. (2019) argued that the dramatic performance
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growth of all IT tools is the fundamental reason for their increased use to improve e-

service quality. Many studies have confirmed the positive influence of both

quality and IT on system performance (Al-Qeisi et al., 2014). Furthermor@anies

have the necessary abilities and resources to successfully procure an e quality
IT tools, allowing them to successfully link IT with e-service qualit%AL-Adwan &

AL-Tarawneh, 2017). In this regard, the Six Sigma is congsidered¥one of the best
Ztive

and it focuses on continuous and breakthrough 1

the principal aim of satisfying customers. ording te; Ma sson,@:z.~ (2003), Six

sigma aims to improve a service or pr%&hat only 3%4<0ut o@hﬂillion clients are
dissatisfied. Six sigma, thereforeijer fro %a‘ty 'n\agement in concept.
by N

However, they share some cor%oun& in t of{géas, for instance reducing
waste, improving custom %‘act'f im ovingﬁerformance, and increasing
;-Par 0

output (Dahlgaard&l% k‘,‘ 06 "' 0’
er \Tg\ ust o

o%&.,demand and needs to measure their

Six sigma be by id\::«;
satisfaction le andy co i 'With(ﬁlﬁr behavioural intention. It helps an
organisatio &e)lop's':a:%

'cﬁs @‘;ﬂmprove its service performance. Moreover,
NN

p%\lms.
0 1. Customer orientation in all decisions related to service, activity, and

environment.
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2. Data-oriented decisions and actions to provide a clear vision for the

organisation and customer.

3. Full focus on the improvement and development of activities, op@! and

management, including ensuring the continuity, accuracy, arﬂ%plicity of

working procedures, without exposing the client to surprises Wiguity.
4. Developing the desire to be proactive and providing Qemnts of effective
aking

administration by focusing on the needs of clie i'1to account the

limits and cost of performing the service. .\d
Ay

5. Open channels of communication and cons interaction tv{eg@rties,
implementing the principles of cooperati ter% adjl.@ﬁent, thus
improving responsiveness. V 0\ év

6. Perfecting customer service @ping the acit@@‘r innovation and
willingness to take risks anc%creasiggy g ,<\

S
Accordingly, an organisa% im ﬂ:men SiX siz@focuses on reducing the
number of defects in any. hs. I one-@pplying scientific methods,
allowing the organisat%tove ‘t' se defet achieve zero defects. Based on
the aforementione Wgrapl\f}.

principles, the curren ath cal proposal about requirements for the

application E%sig
commer% s that onlimg banking. Table 2.5 illustrates the administrative

AN s
org on ana six sigma pI’IK €s.

3
N

tinghe importance of six sigma and its

ud
‘ 3
pri 'plgs 6 evelop the administrative organisation in
NN
r
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Table 2.5: Administrative Organisation and Six Sigma Principles

Six sigma principles

Administrative application requirements in commercial
banks to make proportional six sigma principles

Customer orientation in all
decisions related to service,
activity, and environment.

1. The formulation of the bank's vision and goals for customer
service and linking features and benefits of all parties with the
quality of the online banking.

2. Establish a set of policies and business rules that are
interconnected, and in line with the online banking needs of
the customer.

3. Determine the tasks and duties of all the functions on the
basis that each individual in the bank will be responsible for
customer satisfaction. Besides that, the employee also bears
the responsibility of cooperation and self-censorship to ensure
the quality of online banking provided to the customer.

Data-oriented decisions
and actions to provide a
clear vision for the
organisation and
customer.

1. Determine the organizational structure and formulating
tasks, in addition to regulating organizational relationships and
communication channels, in order to ensure updated data and
knowledge that contribute to responsiveness and provide high
quality online banking.

2. The preparation and development of regulations and
business rules which support the responsibilities of jobs. Also,
the provision of data and clarity of facts in order to provide
high quality online banking.

3. Establish limitations and rules for work, which satisfy the
client in order to interact with the bank, as well display the
customer  perceptions, complaints, observations, and
suggestions.

Full  focus the
improvement and
development of activities,
operations, and
management, including
ensuring the continuity,
accuracy, and simplicity of
working procedures,
without exposing the client
to surprises or ambiguity.

on

1. The building of administrative organization and the
development of strategic plans, to provide an integrated
package of online banking, and its associated activities.

2. Create and develop an organizational culture that supports
the desire to ensure the customer satisfaction and happiness;
and to achieve purchasing intention of online banking.

3. The establishment of rules for work, which allows the
diversification of services, in addition to providing these
services in accordance with the customer sectors.

Developing the desire to be
proactive and providing
the elements of effective
administration by focusing
on the needs of clients,
taking into account the
limits and cost of
performing the service.

1. The preparation of regulations for work and the
formulation of policies which achieve integration and
balance between goals of customer service, as well as
continuity in the intention of purchasing, as well objectives
of rationalizing the cost and adjust pricing service.

2. The preparation and development of administrative
regulations through directing the human element, considering
that it services recipients.

3. Establish policies and rules for work which push the
bank's employees to increase their experience and skills and
enable them to speak a common language. They should think
and act according to united trends, assumptions, and
perceptions.
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‘Table 2.5, Continued’

Principles of six sigma

Administrative application requirements in commercial
banks to make proportional principles of six sigma

Open channels of
communication and
constant interaction
between parties,
implementing the
principles of cooperation,
interaction, and
adjustment, thus

improving responsiveness.

1. The building of an administrative organization and work
rules, in order to enable the bank's employees to deal with
emergencies and associated causes of job stress, as well cases
of anxiety and tension.

2. To create a business climate this supports the effectiveness
of administrative communications in all directions among the
categories of specialized professionals, and the categories of
their auxiliary services.

3. Formulating tasks and evaluation criteria to serve and
satisfy the parties of the relationship with the customer;
because these parties usually bear a great deal costs of the
service.

Perfecting customer
service by developing the
capacity for innovation
and willingness to take
risks and by decreasing
errors.

1. The training and qualification of employees in high-level
banks to benefit from the advantages of providing banking
services to the client, in addition to avoiding risks and the
occurrence of crises.

2. Establish regulations to establish authority, according to a
method for creating motivation of all the bank's employees to
actively participate in all stages of the decision-making
strategy.

3. The preparation of a regulatory framework to guide leaders
and officials to prepare files concerning the sources, potential
risks, restrictions, and threats, in order to deal with these
factors.

Source: Adapted fro% se&rcl}grﬂ’é's@n Pa@'& Holppl (2002:12:14)
t

Six sigma is a powerful
achieving higher perfogmance” by |mp'ovm p oc
(Haigh, 2011; Zuppo, %The m'oy»j

I{%Tére
ev el D-@Ie ﬁé why integrating the three methodologies is
4

form a supenor
the individua p che
certain ty

|mpor t

oa ,f

ology mpIi‘q’uallty and IT goals, that is,

and products/services quality

o -

entary and can be incorporated to
ich overcomes the insufficiencies of

methodology is deemed appropriate for

C;J?‘

To understand how toﬁ‘ﬁtegrate QM, IT, and six sigma, they must first be
‘% ed. Past studies have compared the three methodologies across seven
ensions. Table 2.6 shows their differences and similarities. QM, IT, and six sigma

share the same source and root (development and growth of quality in Japan), but their
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development and process views are different. Additionally, they also differ in theory,
methodologies, method, primary and secondary effects, tools, and f:rifiziiisms.
Integrating the approaches must take into consideration the differenceg thhethree
Nonetheless, they share some similarities in that they aim to improve pe'r%br_gné}lce and
focus on the customer. They are also complementary, so the weakn;séipf’bne may be
covered by the strength of the other. Integrating the three_i_s__:__iﬁeréfsre useful and

possible. | Q'

Table 2.6: Differences and Similarities amoné:'(jM-,__c_Six signiay aﬂdIT .

Concepts QM Six sigma IT

Root Quality growth in The quality growth in  The IT growth in each of (USA,
Japan. each of Japan and Japan, UK, France, the

Motorola. Netherland, Germany, and the
USSR)

Process view Symmetric and Improve  processes Improve computers and
improve processes. and minimize computer networks.

variation.

Theory Focus on client Zero defects Focuses on using computing.

Methodologies  Plan, study, work, Determine, analyse, Store, study, restore, transfer,
and performance measure, design or and data processing.

improve, and control.

Method Everyone committed Project management  Technologies

Effects Raising the level of Save money. The simulation of higher-

(primary) client satisfaction. order thinking through

computer programs.

Effects Realizes client Realizes  company Ease the  transfer of

(secondary) loyalty and aims and improve information and different
performance performance types of electronically
improvements. financially. mediated communications.

Tools Statistical and Statistical ~ analysis Statistical and mathematical
analytical tools. and tools are tools.

advanced.

Criticism The lack of tangible Does not have a That information is useful
improvements, regular perspective to  only if you can get to it easily.
unclear idea, and include everyone,
resource-demanding. does not improve

client satisfaction.

Source: (Daintith, 2009:.Deming, 1994: 53; Haigh, 2011: 35; Zuppo, 2012: 19).

As the above discussion indicates, the most important goal of website quality is

_C the focus on continuous service improvement. The appearance of constant
- "“:ii;ﬁprovement is positive, and the concept is mainly linked to total quality. It is also
simple and easy to understand and requires low investment cost. Continuous
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improvement is now deemed one of the most effective methods to enhance
competitiveness, besides the application of such methods as information tec}w
(Wai et al., 2011) and six sigma (Bessant et al., 1994; Shah & Ward, 200(3\5&rsen,
2009). *

Agus et al. (2007) reported that the E-SQ seems to influence the\improvement of

online service performance. In examining the performance of onlineservice, the role

of the E-SQ is critical. Service quality refers to a clie \¢ uati')n of the E-SQ

tion, reWness, and

X
assurance (Chen et al., 2015; Zhou, 2013). Furtherm -SQ is o p‘e @bsite

quality that influences clients’ evaluation of ViYm rk% orma& (Santos,
r that E I

subje@:ﬁgh concern
et-@ organisation or

provided via the website comprising reliability, personali

2003). In particular, the study expressed fu
because it may lead to the failure cc& of an I
service (Zavareh et al., 2012). O

improvement of E-SQ is positi)%ociat

2018). In addition, Bhattacherje

change use intention o%a optiog‘. ,
&
& @)

.
&

tj.@'tzs suggested that the
N,
n@-use intention (Li et al.,

-SQ is a good response to

2.4 Continuouéblnterv:?!g

f ' Bods o5
A per ntention sz @ ething determines his behaviour (Ajzen,
NN
1991a). hould be” not }hat iﬂ&tion sufficiently considers external elements,
L 9
whi also affect the pe@ﬂance of behaviour (Omotayo & Adebayo, 2015).

N)ecause differences arising from behavioural determinants have already been
intégrated into the behaviour prediction model. Behavioural standards may develop
ver time and shaped by intention changes, ability limitations, and environmental

facilitators or inhibitors (Warshaw & Davis, 1985).
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The Islam has highlighted the importance of intention: any activity must begin
with a good intention (niyyah). Scholars like Imam al-Ghazali and Ibn al- i
supported this. Islam, as a way of life, has outlined extensive guideli@daily
activities e.g., sleeping, exercising, eating, and drinking (Ramli, ZST&A routine

activity, such as eating, could be considered as a benevolent act if ?ls initiated for

with a benevolent intention. The Quran has also stressed the.'lmEO ce of intention.

The behaviour of an individual depends on his intenti a the'AImighty said,

jon" ( IWAI Zumar

A
39:11)°. Some hadiths explain that one will be rew. accorgin fﬁs@tion.

"Verily, I am commanded to serve Allah with sincere de

Narrated by Umar bin Al-Khattab, the Aposil ah_said, < reward of deeds
ill'get

d acc@'i\;% to what he

has intended. So, whoever emigrated ori}y benefit or a@ an to marry, his

emigration was for what he emigrat@ﬂ". (Ha NN% @y Kitdb al-Sahih: Juz

N,
I: #1)e. % % / Qc_"
\a. &
More than the abowve_dis sse] p um@ literature shows that the
i z olar
4

depends upon the intention, and every persen,w

definition of intentior%, but sc ?Bsﬂbgree that it is one’s desire or
&

tendency to displa articul|a

certain probabilw rf

ividual to har/e @%}%r his feelings, knowledge, or evaluation of

our. A'hn et al. (2007) stated intention is a

o

sing éxﬁviour. The intention can also mean the

preference I
experie%;gears.& i 2004). According to Davis et al. (1989) and Sheeran

Y-
(Zom&cial psychology a@iﬁformation system theories have confirmed that

|g§m is a significant indicator of behaviour that incorporates the effects of external

QAII Quranic translation in this writing are based on Abdullah Yusuf Ali. 1989. The Holy Qur'an, Text,

Translation and Commentary. Maryland: Amana Corporation.
& Al-bukhariyy. Kitab al-Sahih. (Internet). M. Muhsin Khan. n.d. Tarjemah Hadith Sahih Bukhari: Jil.
I. p. 5. http://www.documentacatholicaomnia.eu/03d/0826-0888,_Sahih_Bukhari,_Hadith, EN.pdf
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factors and different beliefs. It can be classified as either appropriate or inappropriate
(Ladhari, 2009). Oliver (1999a) defined intention as "an attitude toward purchw
product/ service based on experience, and this attitude strongly rela s sers'
intentions to repurchase or to recommend the service or product to othéE\
Continuing in this line of discussion, the intention to use m?c'ontext of e-
commerce refers to the degree to which customers use an i f on system (IS):
¥

amount of use, nature of use, extent of use, frequency of

and purpose of use (Al-Blooshi et al., 2020). Morégimpor nWhe initial

rop lateness of use,

acceptance is continuous-use intention (CUI) (Al-E t al., 2020; }t @019)
Some considered continuous use as the behavi th ffst uoetal ., 2020).
Bhattacherjee (2001a) claimed that CUI ﬁf opriate for@gles on post-
adoption e.g., assessing information s cess (1S I r@s to the degree to
which a user is willing to use ology &)u y'h:u & Hsiao, 2007).
Bhattacherjee (2001b) defined ser fﬁtent B (o] catgtaue using technology for
the long term and continuo th t 013) described continuous-

e
use intention as the d@ hich J;&J: an e-service continuously in
the future. Accordi it coul I the continuous-use intention in the
context of onli 'grg i |ty Cgﬁé ient to use the online banking system
(.)

¢

continuousl rthe ong t
{k. e
A% the @hov ';ZUI pé?s a prominent role as a factor affecting the

erfg&ce of online service @Ifnammadyarl & Singh, 2015). Hossain et al. (2019)

d that users” CUI is one of the strongest predictors of online service

Q rmance. Furthermore, some researchers indicated that INQ, SYQ, and E-SQ have
ff

ects on CUI of online services (Abu Bakar & Melan, 2018; Apostolou et al., 2017;

Chandra & lbrahim, 2015; Okechi & Kepeghom, 2013). Thus, CUI has become an
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important subject of research in the online service studies area (Yuan et al., 2016).
However, compared to the several studies on initial adoption, the CUI ofw

banking has rarely been investigated, which includes great uncertainty @ that

may prevent clients’ continuance usage. A

2.4.1 Role of Continuous-Use Intention as a Mediator

Continuance intention features prominently as a Y.in various models
(Chen 2013; Hossain et al., 2019; Lee, 2017; Mohammadyari & inw;‘Moon &
Jang, 2018; Okechi & Kepeghom, 2013). NevertheleSs,most of thes uc]ie_s\ég:ned
CUI leads to actual use, while the opposite pat eived it ntioQ’,.‘z~

There has been little research on the@i:m\sm\etwe@xa, SYQ, E-
SQ, CUI, and performance. Followin %(2020), xar@d the relationship
between INQ, SYQ, E-SQ, continu%ntentioﬁry&‘e

N,
assumed that the relationship om gusto 1S’ e\@tion of website quality
i

r)@\hce, the present study

components. If customers gyaluate a [ s INQ, S\@ and E-SQ positively, their

intention towards the . iice might also fik@be positive. This may strengthen
4 ’ &
\h.ave a

their relations with firm, ai gﬁve perception of the firm’s service
performance. Ir@t, if \D:;iuali@nponents are found to be inferior, their
intention to a%\e fi ’s‘se ic!' teec_i}s o be negative. This association is based on
the ass@t'hat{o\ e y's in&on would lead to a particular behaviour, as

desm}ﬁby the attitude-behaviour model (Ajzen & Fishbein, 1975b).
vioyf

i\ stated earlier, Cheng (2020) found that continuance intention significantly
iates between INQ, SYQ, SEQ, and performance. A customer will thus remain or
ove to another firm based on his perception of INQ, SYQ, and SEQ. Accordingly, it

is expected that CUI could mediate the relationship between INQ, SYQ, E-SQ, and
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online banking performance. That is, it could clarify how website quality components
are associated with online performance. CUI of online services also has a ag?m
relationship with INQ, SYQ, E-SQ, and online service performance (@a
Melan, 2018; Apostolou et al., 2017; Chandra & Ibrahim, 2015; Hosﬁkal ., 2019;
Mohammadyari & Singh, 2015; Okechi & Kepeghom, 2013). This means that
customers are likely to lose their loyalty to the bank when t its information,
system, and e-service quality to be inferior. They woul % re unwilling to
reuse online banking. Therefore, there is a need to examine th MCUI as a
mediator variable on the relationship between INQ, , E-SQ, n’mib?hkmg
performance in Jordanian commercial banks. " \)
\/ D T
2.5 Review of Prior Related ther@ 6

This section addresses W|th eview ges ag'g\rdmg the association
N,
between website quality (such %SYQ’,1 and ) @I&l e banking performance,

KNS

and CUI as a mediator vana&!\i N
& Lj' .
&

s

2.5.1 Website Qualit Co@ﬁ (INQ{§%>YQ, and E-SQ) with Continuous-
&

Use Intentlon

2.5.1.1 Info I Qu I|t a éor[}c?ous Use Intention
I r havg’ }|n5| nto the continuous intention, there is a need for
mor t ature to examine the\v@ﬁsne quality components (Anouze & Alamro, 2019;
& Ibrahim, 2015). Besides, not much has been stated on factors influencing
Q Ul in the service sector, like the banking sector. Moreover, the connection
etween INQ and CUI has been stressed in the technology acceptance literature (Abu
Bakar & Melan, 2018; Okechi & Kepeghom, 2013). Similarly, Suryanto et al. (2016)
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pointed out that INQ has a strong explanatory ability to predict intention to reuse a

system. Apostolou et al. (2017) indicated that the lack of information quality i
transactions is the main reason for the decreased CUI of online services.E%Mdies
(e.g., Abu Bakar & Melan, 2018; Kim et al., 2019; Okechi & K@&m, 2013;
Sharma et al., 2017) have confirmed that INQ predicts CUL. Y'

Several studies have examined the relationship between_information quality and
continuance intention. Abu Bakar & Melan (2018) sho rY

INQ has a positive

effect on CUI, and it can enhance the predictive power Tyexplai inWApostolou
L ]

nd contin -L'se_\ﬁ%‘%:ion

et al. (2017) found a strong relationship between

within the online community context. On th

Brown & Jayakody (2008) did not find an

(Z@found that INQ

two variables. Kim et al. (2019) a r
mafhoot & Laohavichien

influences CUI through perceive%fulness,\ﬁl%N
N,

(2015) showed that INQ, throu ediaﬁon ofitrust, 20 negative impact on CUI
of online banking. \A

argued %

ma ocess. In recent timeQ(im et al. (2019) investigated the influence of INQ,
\

\d perceived usefulness on the User’s intention to use continually. They found

hat'SYQ and the intention to use continually are significantly associated. In addition,

kechi & Kepeghom (2013) evaluated the clients’ use of online banking system in

Nigeria by examining the influence of website quality components on continuance
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intention and found that the continuance intention is significantly associated with the
SYQ. Also, several researchers have highlighted the need to include SYW,
DeLone & McLean, 2003; Suryanto et al., 2016; Brown & Jayakody, 200®plain

CUI. On the other hand, the relationship between INQ and CUI i ively and

significantly associated (Ibrahim et al., 2017). Q

Q)

2.5.1.3 Electronic Service Quality and Continuous-Use Y): '

Several researchers have highlighted the necessity*and im orWincluding
man ef al. Oﬂ;iﬁga et
N Al@é (2019)
nﬁTnc\Ul 0 ine banking.

According to Sharma et al. (2017), fow -SQ isth st s@icant predictor of

CUI, and it can enhance the predictﬁgsility%y th g@‘}ain CUIL. In addition,
N,
a significant association has be%i \” q@

E-SQ in studies on CUI of online services (e.g., Pa

>

al., 2017; Li et al., 2018). In the context

recommended investigating the effect of %

between the CUI nline banking and E-SQ

&
(Okechi & Kepeghom, 2@1 (l d, some prior studies indicated the
existence of significan% ions?i#}ihdi@t of the E-SQ with the CUI (e.g.,
&
Natalia et al., 2016"Q§hmayarlt deb$_2016). On the contrary, (Suryanto et
al., 2016; Liu ﬁv Br 'aya ; 2008) did not find any significant
¢
associations %n theftwq v ialﬁes(_}
NN
& v <>

Y-v
2.5.Aebsite Quality C@nents (INQ, SYQ, and E-SQ) with Online

<

‘% Performance
6. .1 Information Quality and Online Banking Performance
The quality of information has a significant implication on service performance

(Kassim & Hussin, 2010). In addition, Winfred et al. (2018) reported that the website
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quality components seem to affect the particular measures of performance. There is a
significant association between website quality components and the perfow
expectancy of online banking (Al-Qeisi et al., 2014). Furthermore, the@uses
organisations to improve their online service performance. Specifically, amary et
al. (2014) showed that a high level of INQ helps organisations managegheir processes,
decide, and improve their performance. On the other hand, g few studies found that
the quality of the information does not significantly influe Yo.rn'ance (e.g., Song

et al., 2017; Winfred et al., 2018). Also, Daoud & Trik 13) fou he quality
L ]

of the information does not influence performanc@ l _\‘—}
4
\ \/‘z~

3), stems primarily

o

2.5.2.2 System Quality and Online Bankih\Pg: r
According to Chen et al. (2015‘\%@ et al.
'r\lce. The SYQ has the

from a client’s perception of over@jbsite ﬁv T
r% 5

most dominant impact on onli e performance (C et al., 2012). Similarly,

&/

Al-mamary et al. (2014) QN:En at E uld S@explain performance. They
recommended giving % in inf"o Jf‘y@s and capacity building, as well
&
onl0

as encouraging l@qualilt \Hc patiés n the other hand, the relationship

between SYQ performaneg™ nifice)%f low (Song et al., 2017; Winfred et al.,

2018), whil r study ?0 !ﬁat@?aem quality does not influence performance
"

(Daoud , 137.v)‘, é\
KN 5,

.XIectronic Service Quality and Online Banking Performance

: The association of E-SQ with service performance is critical and even more than
a

ssumed (Chahal & Kumari, 2012). E-SQ has a significant positive effect on online

service performance (Agus et al., 2007). To predict overall banking performance,
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Mohmoodi & Asetmal (2014) empirically tested a model using two factors, E-SQ and
client satisfaction. They based their model on James Thompson’s longv!d
technology concept. The study examined the direct influence of client- per% -SQ
on bank performance, as well as the mediating effect of client satlsfacrb&\ey found
that E-SQ and client satisfaction significantly affect bank performan and that client
satisfaction mediated between E-SQ and bank performance.

Moreover, AL-Adwan & AL-Tarawneh (2017) K.t predictors of

performance in Jordanian commercial banks. They fo hat .bsngdof online

e, dependency, _\skljrity,

uence? an%mnd that
T

(nxveb mtg@e, response,

dependency, security, connection, aw-)lendlmes gmf 4Sly influence the

components of performance (cli loyalty, gt 3@, client satisfaction,
N,
engagement of new clients). Om%er haﬂd, th elatlth p between the E-SQ and
N\%

performance was found to @(80 a 2017é\
7 Lujl
nli

’ 2
25.3 Contmuo&e Intenil \?d (B%/

banking service quality (website interface,
connection, and user-friendliness) significa

components of online banking servi

o

% nking Performance
The increased attentio numége intention evaluation by academics and
decision makers reflects he in aé e_r}%?sure to improve online service performance
(Moha % & Singh 5) r\ermore Chen (2013) found that the intention
tor e S|gn|f|cant in explkn@gj performance ratings. Although clients' continuous
|%t s have a positive effect on the performance, they may not refer to immediate
ather long-term improvement (Bhattacherjee, 2001a). To this end, in order to

Qhance a continuous intention, the simplest method is assessing information systems'

Success.



The continuous-use intention leads to increased online service performance
(Hossain et al., 2019). In this context, continued intention to adopt technolw
been argued to lead to improved performance in the future and has a posit@ct on
the long-term (Moon & Jang, 2018). In fact, banks that make use of chnology
can attract customers to use such a service (Anouze & Alamro, ZWn addition,
several studies have reported that continuous intentions usewhave a positive
influence on performance (Chen, 2013; Sanami & Shojae QR.C

nversely, Wang

et al. (2012) found that the variables have a negative rel ship. .\d

L ] \T
| S
2.5.4 Website Quality Components, Continuous-Use dntention %YT Online
Banking Performance \, o\ é

According to website quality theory, the custom nti intention relies

upon the information, system, an(%ervice \ﬁ’(yTas s other features of
. . >
website), and better service p ce Will bezachiev c? they are (Chang et al.,

&
l on, %@ (2013) suggested that the
ervice
'3

information quality, syst ity, e
4
reuse are essential t(&hance p‘e M el rvey carried out by Cheng (2020), a
positive and sig@ ass : as iEi}%éted between (information, system, and
!
¢
service qualil%d pe or::%)fhr J‘g’ﬂ continuance intention. Also, Lee (2017)

%v NN
conduct study meaﬁh’ explain the factors influencing the continuance

Yv
part@n intention and pe(fgvtnance. Their findings indicated that the service
\

@positively influences continuance participation intention which improve
rmance.

6 Many studies have been carried out to investigate how the website quality

components are associated with online service performance (Agus et al., 2007; Chang

2012; Okechi & Kepegh }&3).
le

&,

quality, and the clients of intention to

4/&€
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et al., 2012; Chahal & Kumari, 2012; Kassim & Hussin, 2010) while others have
examined how continuous-use intentions are related to online service perfow!e
(Hossain et al., 2019; Mohammadyari & Singh, 2015). However, the co@ﬁ-use
intention as a mediator between the website quality components (INQ&), and E-

SQ) and the online banking performance remains as a main gap in IiWe.

Table 2.7 shows the summary of prior studies co the association

between website quality components (information, syst e-iervice quality),
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Table 2.7: Summary of Prior Studies Related to this@;ﬁi@amh

Author/ Year Country  Website Quality Continuous Performance Results
Components Intention
Chen (2013) Taiwan Information and Performance System and information quality have a
system quality significant effect on performance.
(indirect)
Chang et al. Taiwan System and e-service Performance System and e-service quality have a
(2012) quality significant  positive  impact on
performance.
Mardianaetal. Indonesia  Information and Continuous Indicated a positive relationship
(2015) system quality intention between system quality and continuous
intention.
The finding also found a weak relation
between information quality and
continuous intention.
Apostolou et USA Information and Continuous System and information quality have a
al. (2017) system quality intention significant  positive  impact on
continuous intention.
Natalia et al. Indonesia  E-service quality Continuous E-service quality has a significant
(2016) intention positive influence on continuous
intention.
Hossain et al. Bangladesh Continuous Performance Continuous intention has a significant
(2019) intention positive impact on performance.
Sharmaetal. - Information, system,  Continuous Information, system, and e-service
(2017) and e-service quality  intention quality have a significant impact on
continuous intention.
Lietal. (2018) China E-service quality Continuous E-service quality has a significant
intention positive effect on continuous intention.
Al-mamary et Malaysia  Information and Performance System and service quality have a
al. (2014) system quality significant  positive  effect  on
performance.
U
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‘Table 2.7, Continued’

e
"V and

Author/ Year Country  Website Quality Continuous Performance Results
Components Intention
Chen (2013) Taiwan Information, system, Intention to Performance The findings indicated the existence
and e-service quality  reuse of a significant and positive
association between (information,
system, and e-service quality) and
performance through intention to
reuse.
Wang et al. Taiwan Continuous Performance The continuous intention has a
(2012) intention significant negative impact on
performance.
Kim et al. (2019) South Information and Continuous System and information quality have
Korea system quality intention a significant positive impact on
continuous intention. (direct/ indirect)
Song et al. Korea Information and Performance The information and system quality
(2017) system quality did not explain the variance of
performance.
Liu (2015) Taiwan E-service quality Continuous Indicated that e-service quality has a
intention significant  negative  effect on
continuous intention.
Lee (2017) South Service quality Continuous Performance The results indicated the positive
Korea intention association between service quality
and performance through continuous
intention.
Daoud & Triki Tunisia Information and Performance The findings indicated that system
(2013) system quality and information quality did not
influence performance
Rahmayanti & Indonesia  E-service quality Continuous Showed that e-service quality has a
Wandebori intention positive with partly significant effect
(2016) on continuous intention.
Moon & Jang Korea Continuous Performance The findings indicate that continuous
(2018) intention intention is significantly associated

with performance.
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‘Table 2.7, Continued’

\ W o 4

&,

-
Author/ Year Country  Website Quality Continuous Performance Results
Components Intention
AL-Adwan & Jordan Online banking Performance The findings indicate that online
AL-Tarawneh service quality banking service quality dimensions are
(2017) significantly associated with
performance.
Abu Bakar & Malaysia  Information quality ~ Continuous Found a significant relationship
Melan (2018) intention between information quality and
continuous intention.
Chang et al. Taiwan System and service Performance Suggested that system and service
(2012) quality quality have a positive impact on
performance.
Cheng (2020) Taiwan Information, system,  Continuous Performance A positive and significant association
and service quality intention was indicated between (information,
system, and service quality) and
performance through continuance
intention.
Kassim & Malaysia  Information quality Performance The results showed that information
Hussin (2010) quality has a direct impact on
performance.
Brown &  Taiwan Information, system,  Continuance The results indicate that system
Jayakody and e-service quality  Intention quality is significantly associated with
(2008) continuance intention.
The finding also found a weak relation
between (information and e-service
quality) and continuance intention.
Suryanto et al. Indonesia  Information, system, Intention to Found that system quality has a
(2016) and e-service quality  reuse significant positive effect on intention
to reuse.
The finding also found a weak relation
between (information quality, e-
— service guality) and intention to reuse.
&
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‘Table 2.7, Continued’

X

Author/ Year Country  Website Quality Continuous Performance Results
Components Intention
Okechi & Nigeria Information, system,  Continuous Found that system, information, and e-
Kepeghom and e-service quality  intention service quality have a significant
(2013) positive  effect on  continuous
intention.
Mohmoodi & Iran E-service quality Performance The findings indicate that e-service

Asetmal (2014)

quality is significantly associated with
performance. (indirect).

Ibrahim et al. Malaysia  System quality Continuous Suggested that system quality has a
(2017) intention significant  negative  effect on
continuous intention.
Mohammadyari Continuous Performance There are significant relationships
& Singh (2015) - intention between continuous intention and
performance.
Agus et al. Service quality Performance Found that service quality has
(2007) significant influences on service
performance.
I § Source: Author
(
(‘) pj g o
NS
&
2 9
[ 53¢
fb)‘. {\
<
S
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2.6 Gap in the Literature Review

Many scholars have investigated how overall performance is affected bY!Q,
SYQ, and E-SQ (AL-Adwan & AL-Tarawneh, 2017; Al-mamary et al., @ejjar
& Boujelbene, 2013; Chen, 2013; Daoud & Triki, 2013; Mohmoodi & al, 2014;
Song et al., 2017; Winfred et al., 2018), whereas few focused on‘the influence of
INQ, SYQ, and E-SQ on online service performance (e.g., A sMZOO?; Chang et
al., 2012; Kassim & Hussin, 2010). However, prior studi Q'Yg;ht their attention

on those components separately toward the performanee, of o Iirwe. In this

X
by such stuglieg tc_;kééhbine
er 1o ir the\irﬁﬁuence of
c &
Regarding continuous-use intem eral stu av@%n carried out to

examine the relationship betwee%Q, S \ng sd\and continuous-use

intention (Abu Bakar & Mela% Apds
e

2008; Chandra & lbrahim,

regard, the current study seeks to make a sufficient

the components taken from the website qualit

online banking performance while seeking t@,fill

2
Y

7; Brown & Jayakody,

’ 4 $ &
2016), while few% foc1is \n\ he geet of continuous-use intention on

performance (e ,&ng

N |
Singh, 2015 (ﬂ))ethel s, th itJatED(e'?]as focused on those factors separately, as
NN
shown % tables ? FuﬁB}rmore, AL-Adwan & AL-Tarawneh (2017)
Y-

exaﬂﬁhow online bankinWality components correlate with overall banking
N

p nce. They recommended researchers give more attention to online banking

& ity and include mediators in their empirical models. For these reasons, the present
S

earch employs continuous-use intention as a mediator in explaining the association

between the website quality components (INQ, SYQ, and E-SQ) and online banking
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performance. This remains a gap in the studies in this area of research that needs
attention. Yv

Most literature that evaluated performance focused on the m@\smring
industry (Mardiana et al., 2015; Apostolou et al., 2017; Daoud & ?&013; Al-
mamary et al., 2014; Song et al., 2017; Bejjar & Boujelbene, 201 Infred et al.,

2018; Rahayuningsih, 2016; Phung et al., 2009; Sanami.ﬁmaei, 2016) and
oham

education sector (Al-Rahmi et al., 2018; Jena et al., 201 mrdyari & Singh,

2015; Thai et al., 2017). Nevertheless, these studies hav ely ign er sectors,
L ]
_ _ _ _ N4
like banking. Therefore, this study focuses on the ba industry. l _{—)
Moreover, the extant studies carried out rm% osﬂ&)nducted

and a,@?rrdeveloping

in developed countries such as USA, Taiww 0
8; %olou etal., 2017;

countries like China and Malaysia (A& & Melan,
Kim et al., 2019; Li et al., 2018; %015)&%, (;@"fterature in emerging
economies like Jordan is still %husﬁhe sentgt?\seeks to minimise this
research gap by investigati medi,t' Impact of-continuous-use intention on the

association between onentst of eb%ils)‘uality and the online banking
4 $ &
ban

performance in the anian Cf M
&
¢

NS
lc,)(-/

2.7 Unde &)gT ories 4 (_/
\
'te):ualiw Jgontlr'fﬁjs-use intention theories are the theoretical

s 3 | o |
fra s adopted in this re{%c‘n to help explain the relationships between website
‘% omponents (INQ, SYQ, E-SQ), continuous-use intention, and online banking
e

rmance. Website quality components and continuous-use intention were the

dependent variables, while online banking performance was the dependent variable.
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Furthermore, continuous-use intention was used as a mediating variable between the
three components of website quality and online banking performance. Yv

Two theories were adopted for this research. The first was weﬁ%@ality
theory, a theory constructed from e-commerce theories and focuses onﬂ&ite quality
as the critical factor of e-commerce success. This theory was adopted because
customer perception of website quality has a positive direct impac continuous-use
intention and performance (Agus et al., 2007; Chang et al; %Ka'ssim & Hussin,
2010; Okechi & Kepeghom, 2013). The second theory con inw‘intention

Yw
y accepta n’oq@hich

(technology adoption), which stems from the tech

focuses on the impact of intention to use techn

The website quality theory describe

components (information, system, aw ice g con@us-use intention,
and online banking performance(%s stu&p%d h(\main section of the
B ol g P

framework (See Figure 2.5). quality @ry(@&d be considered as the
underpinning theory of th@ Fu, more, th@inuous-use intention theory
was adopted to pro% in-de})h il st‘a@ of the relationships between

'3 &
continuous-use int lﬂi‘{and I& ing grformance. This theory addressed the
minor section of the“fram 'is Its-tj&heory was considered as a supporting
¢
theory. Bot %es were e Iofed(ts escribe the relationships between website

NN
quality% nts, gonti s-us&hention, and online banking performance. Their

th Q further di d@:(/r
e S'are rturtner aiscusse .

65 Website Quality Theory
There are three models that have been widely applied to evaluate the adoption of

IT and post-adoption phases: website quality (WebQual), technology acceptance
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model (TAM) and information system (IS) continuance behaviour. TAM hypothesises
that external factors influence the beliefs, goals, and attitudes of users, ww-ﬁ
continuance explains usage at post-acceptance phases (Bhattacherjee, 20%\Bastly,
WebQual focuses on user perception and approach (Pradana, 2016). itst version
of WebQual emphasises the analysis of information quality, but iLWs' not explain
service interaction. The second version puts more focus on i ew analysis, but it
is severely lacking in information quality analysis. Both rX:ulsed to study the
quality of auction websites (Barnes & Vidgen, 2007).%Ehe fi i.rhs\idc‘ated that
ins: site Iiﬂ/,@i‘ded
ng% thinjVersion of

urth:\ver of \@g;al, and the
first dimension, site quality, was repla‘wzausability. é

Barnes & Vidgen (2007) alﬁflained \P\l\%b @as developed in the
N,
s develo

domain of UK business faculti%ool v9a
deployment (QFD), which %\L&:tur’ rocess thaghers a means to determine the
pro

client's needs at each s rvice o ot dab’opment.
4 ¢ &

The Websitw thﬁﬁ«p rt og.-mmmerce theories that contend that

there is no one% theo proae‘jré’to model e-commerce (Wigand, 1997).

¢

Website qu hs been utili d"l

NN
context% onepts,_s as ir@mation quality (e.g., Dedeke, 2000; Wang &

Stro 96), system quality. @rson et al., 2005; Sedera et al., 2004) and e-service
N

‘@(Siu & Mou, 2005; Zhilin et al., 2004), and. The current research attempts to

investigate the mediating effect of continues-use intention on the relationship between

Qbsite quality components and online banking performance.
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information quality, and interaction quality. T

Qjme banking studies to examine a range of



Information
satisfaction

Behavioural
intentions

Website quality

SOUIN}]Q et al. (2003)

Figure 2.5: Website Quality Evaluation mgork

The above framework illustrates how websit: ity d're%indirectly
L ]
through information satisfaction (e-service), predicts‘ihtention to use. c?rdia%xv the

literature on website quality, the fit between conte | component (INQ,V@’YQ, and
Y

mtention (AhB-ét al., 2007,

<

quegy is most likely to

e (Al-Qeisi et al., 2014). In

E-SQ) is very important to predict higher ntln us- uie

Okechi & Kepeghom, 2013; Sharma 7), an
have a significant effect on onllneéh gav
addition, the website quality theor ertsfthat int qtion@se depends on website

quality and other characterlstN and thi%etter performance will be
obtained on the condl%zh- y arlub% hen 2013; Cheng, 2020; Lee,
2017).

The I|tera allty ory confirms that the e-commerce
environment (ﬁ}ne es’w qrmflﬁace the particular form of online service
practlc mg t}e nte |o to ,@e (Ahn et al., 2007; Jeong et al., 2003). Website
quam s are critical for NB.S on intention to use. Previous studies indicated

N

associations with continuous-use intention and performance (Agus et al., 2007;

S|te quality comprises INQ, SYQ, and E-SQ (Lin, 2007), which could have
g

Qang et al., 2012; Kassim & Hussin, 2010; Okechi & Kepeghom, 2013). In addition,

the website quality literature shows that a fit between variables (e.g., website quality
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and continuous-use intention) would lead to improved performance (Chen, 2013;
Cheng, 2020; Lee, 2017). Moon & Kim (2001) stated that the intention of user
websites could be directly or indirectly influenced by website quality. @ated

information transfers are also the main cause for the intention to use a Cc website
as an information source (Chang & Cheung, 2001). Similarly, Jeghg & Lambert
(1999;2001) proposed various purchase-related behavioural intentions because of
experiencing website quality. Such intentions typically an:s s’ intention to

reuse the website, recommend the website to other use nd b olWe website

for future references. J _\‘—}
From the discussion above, some studi ed_that te quality theory

allows fundamental analysis of the relationﬁw tw w\ite quaé;z;omponents,

continuous-use intention, and perforw hang & ng,@%l; (Chen, 2013;

Cheng, 2020; Jeong & Lambert, 19@01; Lee, XM @*Kim, 2001).
N
& 4 <§_—)
N\%
N

2.7.2 Acceptance and C MS-(T earies %
User acceptance i obstacle to the éuo@s of new technology. To explain
4 $ &
oped

this phenomenon, % (19£i technology acceptance model, an

extension of the, the of

acti %hich hypothesises that attitude could

!
¢
provide a d (%%r)nder andi ofb@?\?lour intention (Ajzen & Fishbein, 1977a).
NN
Davis (% ted that a ?dividuél\adopts an application (i) based on its functions
X

and (i facilitate or impe e(@étem performance associated with these functions.
@jel presents a foundation for investigating the influence of external variables

3 ternal factors, besides attitude and behaviour (Davis et al., 1989).
The technology acceptance model supposes that apparent, observable behaviour

in a situation is voluntary (Ajzen, 2006b). Intention indicates a person's desire to
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achieve specific behaviour, which is considered as the main indicator for the actual
behaviour (Ajzen, 2006b; Davis, 1989). In the technology acceptance model, i

to use is a function of attitude and perceived usefulness of technology(t%\, the
degree to which an individual believes he can improve his perform ough the
use of technology (Davis, 1989). Ajzen (1991a) described thathe towards
behaviour indicates the degree to which a person has an app Mr inappropriate
assessment of the behaviour in question. The technology %;

r']odel, as shown

in Figure 2.6, is also the first model that considered rnal acheasuring

technology adoption. J _\L}

Perceived \
usefulness b ET
L,
External Behaviour > Actual
variables intention system use
S
\ Perceived 6
ease of use

The mo M

variables inf

1989). e are:
:&Q Y.é

4
\ ceived usefulness: level to which an individual believes that using a

‘é certain system would improve his or her job performance.

2. Perceived ease of use: The level to which an individual believes that using a

certain system would be free of any effort.
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Moderate behaviours could appropriately be predicted by a theory of reasoned
action, so long as the impediments to the action are the minimal success of ewm
behaviour (Apostolou et al., 2017). By introducing perceived behaw@}-utrol,
Armitage & Conner (2001) pointed out that the theory of planned be clarifies
that intention is not always the expected behaviour. The major eler&zlc the theory
of planned behaviour is one’s intention to carry out a specific behawiour. Intention is
included as motivation for and determinant of behavio Y.

iOOGb) It is an

indicator of an individual’s readiness to try or will try to%erform a ehawour

The theory posits that intention may lead to p@w a behavi (P\ @e &

viourag:gntlon in the
eder@fgubjective norm,

Conner, 2001)
According to Ajzen (1991a) and RIS%;ZO
theory of planned behaviour is GXWM three a

perceived behaviour control, and at . Ajz Ea al

,Q d that attitude refers
to the level of the individual's ural'fntent mtow&g@ an intended behaviour.

Moreover, attitude in the thﬁ} pIaL aviouris divided into two: evaluation
of behavioural outco% b

Conner (2003) statehythat be\ij; ellegudlcate the subjective possibility that
the behaV|our II duc results.*Meanwhile, evaluation of behavioural
outcomes r e!; Whe er a ndrwe_}(?belleves that the behavioural outcomes are

st ) S

ctlve norm is an |nd\@dual s perceptions of general social pressure to do or

havioura b€l|l See Figure 2.6). Mcmillan &

negatlv

certain behaviour. If a person perceives important persons approve (or
prove) the behaviour, he would likely (or less likely) intend to perform it
Armitage & Conner, 2001). Mcmillan & Conner (2003) defined a subjective norm as

normative expectations towards a behaviour (see Figure 2.7). Subjective norm is
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determined by normative beliefs and motivation to comply with important referents.
Normative beliefs are the behavioural expectations of individuals important?ke
person (Ajzen, 2006b). Motivation to comply with referents refers to @nt to
which an individual is motivated to follow the beliefs of his referen‘AQmillan &
Conner, 2003). The referent’s approval of the behaviour motivates itSyperformance by
the individual. \)
Perceived behaviour control is incorporated in theclry of planned
behaviour, an improvement over the theory of reasone ion. Percéi e‘havioural
orming a behavio ‘zj;en,
avi%RBased on

g@“n}er, 2003).

Perceived behavioural control includ e oaortunltles res %s available to an

individual to perform a behaviour. ('ﬁntirely s\hr 0 g@ncept of self-efficacy
N,

in behaviour models (Ajzen, 19%rnan ez & Mazzo 07). According to Ajzen

(1991a), self-efficacy is Midull' elief in \g%bility to carry out a task

successfully. It relates on's choice a&tis@' preparing to work, effort spent,
4 ’ &
\‘es onse

é(about work. In the theory of planned

patterns of thinking®and pasi)&
behaviour, per% eha? ontr@ﬂd behavioural intention may directly
¢

d—

predict expe tg@abo tto oﬁi (?Dehaviour.

NN
P% behaVigur 'gontr mprises two dimensions: control beliefs and

| | X |
per power (see Figure .Q\)ﬁ\/lcmlllan & Conner, 2003). Control beliefs are the

b N the individual of the presence of factors that can facilitate or hinder the

& rmance of a behaviour. The perceived presence of the factors could influence the
d

ividual whether to perform a specific behaviour or not. Perceived power is the

strength of each control factor that either makes it easier or more difficult to perform a
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behaviour. It is typically defined by the extent to which the presence of each control

factor could influence behaviour. Figure 2.7 illustrates the theory of w

behaviour model. ('}

[ Behaviour beliefs

Attitude

e

Evaluation of btor‘]"’afds i

behaviour findings ehaviour
g
| Normative beliefs ]\ Subjective
[ N norms
Motivation to comply

Control beliefs Perceived ° Y‘
; behaviour "}
[ Perceived power control ' _\

Wrce. ‘; n& %Q;‘w;r (2003)

Figure 2.7: Theory of WBeha jou odel{(
. ?th :

Theory of planned behaviour
A

perceived behavioural control to:%pecﬂ&?vi c.()) d explain behavioural

intention, which would determi hethersthe i iv'i‘du@)uld perform a particular

>

X
behaviour (Ajzen, 1991a; Wn Conaer] 2003)xThe comparative significance

!
of each model regardi udes an.d be Lou&sb fers. Despite the significance of

these differences&ﬁode@e thzggfﬁvidual’s intention to perform the
. : _ N
behaviour (AJ€M9 a 29 |

2.9
Base the discussions ove\@AM and TPB have been replicated in several
settin ime pas&as thfmaw. ommunities and in various contexts and have

pr able (Venkatesh ehﬁ?, 2007). But one concern related to TAM is that its

@ on the initial stage of technology adoption may reduce its ability to determine

0} inform usage at post-acceptance phases (Bhattacherjee, 2001b; Lee et al., 2003;

Venkatesh et al., 2007). Venkatesh et al. (2007) indicated that an emerging area after

the initial stage of adoption is the use of expectation-confirmation theory (ECT)
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suggested by Oliver (1980) about marketing research to IS continuance behavior
suggested by Bhattacherjee (2001b). Y*
Bhattacherjee (2001b) looked beyond first-time adoption of the@hﬁon
system to investigate the longer-term results of continuous use or EUNance (vs.
adoption). IS continuance is critical to system development orgaW)ns because
clients, revenue, and market share depend on both initial ac Wand continuous
'%:ha IS continuance

use. One feature of IS continuance model over initial ad

in particular deals with discontinuance after initial adoption (B am‘hﬁgde 2001b)

presents n‘bd&[—}f the

An added feature of IS continuance theory is t
psychological motivations of continuous use a
Bhattacherjee (2001b) suggested th

developed by Oliver (1980) from co%)

three constructs, perceived conflr usefu n s t;@ tion to determine IS

\
continuance intention (see Flguél:g‘ujca IS tially determined by the

clients' satisfaction of form }e , JI h @smve feedback with system

have a high level of % s intention t a{n rs. Furthermore, satisfaction is
_ F &

defined by two fa k&we con and

eived usefulness or expectation as
Oliver (1980) calls it.

of @frmatlon describe that the clients' initial
[

expectatloni !%ieeen ceed
t

describ% e actl ',of the system did not fulfil the expectations. Higher
Y-

deg f confirmation are expéeted to have a significant positive effect on system

@J(rpactual use of the system, and lower degrees

ion. Perceived usefulness significantly reflects expectation perceptions of
o consumption use and is associated with the TAM element of the same name.
gher degrees of perceived usefulness in the software are expected to result in higher

degrees of satisfaction. Besides, perceived usefulness is expected to have a direct
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impact on the continuance intention of IS, e.g., higher degree of perceived usefulness
is expected to enhance the continuance intention of IS. The last relation in thevael
is that a higher confirmation is expected to have a higher degree @ived
usefulness. It could be concluded this is consistent with the TAM lenship that
indicates a positive association between perceived ease of useyand perceived
usefulness. \,

ECT proposed by Oliver (1980) to use both the e Yms ?f pre-and post-
consumption to determine repurchase intentions; none SS, an (2001b)
investigated only the post-consumption relations@ermin IS tihuiﬁéﬁ'he
finding showed that post-consumption behawi S %' rtam;\?ﬁan pre-

r (ZO@Yrrdicated that

rease their level

consumption behavior, in addition, BhattaquLe?C P

as clients gained further knowledge c m

of satisfaction and less predictive p@ajm overa Va n:\
f S
-

Perceived
usefulness

QD
wn
<
&4
@
o
=
(@]

A

J IS continuance
'L intention
Confirmation O <$
g
O

!

[

% ? 4 (j’) Source: Bhattacherjee (2001b)
Q' N

% Figure 2¢8; Theo&of Planned Behaviour Model

Y-v
A et al. (2009) com@d the competing models of IS continuance theory,

,%and ECT to determine continuance intention. The models all accepted the

theses that they founded. The results show ECT has more predictive capacity
an IS continuance which has better predictive capacity than TAM. However, as

Bhattacherjee (2001b) illustrates, IS continuance model is employed to determine and
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illustrate how the factors impact continuance resolutions and may have a stronger

X
g

Based on the previous discussion and research evidencRa conceptual

theoretical basis to determine continuance intention.
2.8 Conceptual Framework

framework is developed to investigate the relationship bgtweemw'website quality
components (information, system, and e-service quality iteperdent variables,

with the online banking performance as dependent vari by irWntinuous-
[ ]

_ X
mercial banks. ,‘c@ng to

sents 8 whiQ&Tlustrates
ined factorssthat a.@zrated to the

research problem. The conceptual frarwz))r this stu ill @%cussed below.
AN
O TS

use intention as a mediating variable in the Jordanian

Sekaran & Bougie (2016b) theoretical frame

the logical associations between many rm

2.8.1 Explanation of Constr.

2.8.1.1 Website Quality ¢ on tsI i $
The model was \%zvesﬁg e th influ@ of website quality components
4 2
M. It e@s the predictive power of each of

on online banking formanci

INQ, SYQ, anﬁ in

the é&"ne banking performance of Jordanian

commercial b

G

mponents of the website quality model.
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The components of website quality

p
Information quality

-
—

System quality Online banking

performance
p
E-service quality
.
Source: Adapted from a researcher based on (Agus et al., wchang et al., 2012;

Kassim & Hussin, 2010).
Figure 2.9: Model of Determining OBP U om onen

Modern information system provides acceswrmatlo for seregg- elp

them use it. High-quality information, combined hlgi}.q lit syst -\eads to

high-quality services (Ahn et al., 2007). Az:ghq ervic WI help the

organisation decide, manage thel pr and<4mprove service

performance (Chang et al., 2012). B t er se %’m e I{m be achieved through
INQ SYQ, and E-SQ (Agus et al., ? “Chang et al Ol%géssm & Hussin, 2010).
d ed tb&i‘f

Based on the Iiterature, t h nline banking performance
could be predicted bygwebsite quality componen NQ SYQ, and E-SQ). Online

banking performance plays#a vi

ak@ acﬁ‘ %@ng business objectives (Al-Qeisi et

al., 2014; Nama?& : 2013)9 ollowing the selection of INQ, SYQ,
| O

and E-SQ, a nd t Vari I,s tﬁ'ga components were constructed to predict

de e en@mble (Agus et al., 2007; Chang et al., 2012;

service e, t
% 4
Kassi ssin, 2010). Pa t% ies showed the components of website quality are

sgﬁ%mtly associated with performance.
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2.8.1.2 Website Quality components with Continuous-Use Intention
2.8.1.2.1 Information Quality and Continuous-Use Intention
This model was used to examine the relationship between inform@ality

and continuous-use intention. Figure 2.10 shows the information quali el.

)

. . Continuous-use
Information quality J

intention

B kWan (2018)
@

Source: Adopte

c

Figure 2.10: Model of Determinin@Using NQ ' _\g}
Information quality is considered as a predicter for gontin us-t@htention.
-gfe\nion oftenline banking

;
Using this variable can help determine the ntinCus

(Abu Bakar & Melan, 2018). Apos@al. (20
predicts customer intentions, andChe; fouﬁ;v\l
intention to reuse. % &

sitetghat INQ strongly

als icated that INQ has a strong ability to

@

tion fo reu

i '%'of rrib[}d'es @Jt the influence of INQ on continuous-use
s
t

E ention. Recent Iiterat% e.g., Apostolou et al. (2017) indicated that the lack
\

3

such as @o et
) ‘ 2

f INQ in online banking services is the main reason for the low continuous-

Q% use intention within online communities. Furthermore, some studies have

confirmed that INQ influences continuous-use intention (Kim et al., 2019;

Okechi & Kepeghom, 2013). Abu Bakar & Melan (2018) showed that INQ has
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a positive effect on continuous-use intention, and it can enhance the predictive

power to explain continuous-use intention. Accordingly, the currenw

expected INQ to affect continuous-use intention. (ﬁ\

2.8.1.2.2 System Quality and Continuous-Use Intention Q
This model estimates the association between SYQ and contintious-use intention
; sh

of online banking in Jordanian commercial banks. Fig rws the system

quality model. .\d
[ ] Y-v
-

)

[ System quality J

Continuous-use
intention

S\ Bourc m et al. (2019)
Figure 2.11: Model o Ruinin [
System quality is a predi %beha@ S (DeLone & McLean,
é @

2003). SYQ can determine thKinued intentio to“us@eng (2020). According to

K

the literature, SYQ plays a Critieal rolefin e ning@ntinuous-use intention (Brown
. N

[
& Jayakody, 2008; Sh

|,0y. “%

System qua'lq&inclulied\ﬁis reseéne for the following justifications:

i.  Underl ﬁg\th 0 |es‘ = ,th&)@ continuance behaviour developed by
'
Bh herjee (2001b) and th

K(EQ:T developed by Oliver (1980) — explain the

w ions emg.@yst@d continuance intention.

~\ L
n & Jayakody (209&? have expanded the model of DelLone & McLean

‘@to examine the impact of business-to-consumer (B2C) e-commerce success

Otors on continuance intention. The results showed that continuance intention is

significantly influenced by SYQ.
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Many studies have proposed SYQ as an antecedent of continuance intention

(Brown & Jayakody, 2008; Roca et al., 2006). Kim et al. (2019) highlight?mt

>

because of the effect of SYQ on continuance intention, SYQ has a signi@% lei
the individual decision-making process. Moreover, several r rs have
highlighted the importance of including SYQ (e.g., DeLone & McLeag, 2003; Sharma
et al. 2017; Suryanto et al., 2016) in studies on continuous-us irMn. Ibrahim et al.

(2017) recommended examining the effect of SYQ as gical factor in e-

commerce studies. \d
"X

2.8.1.2.3 Electronic Service Quality and Conti “Use Intenti N

The following model was used to vefi

intention. Figure 2.12 shows the e-sewaa'

Continuous-use

[ E-service quality intention

Qurce: pted by Sharma et al. (2017)

z |
Figur%Modelnge rrirggngI Using E-SQ
E-service &}ﬂ‘ is clonhd thé‘ﬁin determinant of continuous-use

intention of us Nm e- ugi :yir%n’)@\gnt (Zhou et al., 2015). Using this variable
can reflec@s' anific nce"of vari@aspects of continuous-use intention among
online ng users V&thom, 2013).

vant theories and s&%i,rical literature emphasised the importance of e-

‘@ quality in determining continuance intention. Some researchers found that E-
has a positive relationship with continuous-use intention (Gera, 2013; Sousa &

0ss, 2012). In addition, Li et al. (2018) examined the factor of online reuse intention

of Indonesian customers. The findings revealed that the components of E-SQ have
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significant effects on intention to reuse. Furthermore, Sharma et al. (2017) showed
that E-SQ has a significant impact on continuous-use intention, and it can enha
predictive power in explaining continuous-use intention. Therefore, (E; IS a

significant determinant of continuous-use intentions. The current stu othesised

that E-SQ has an influence on continued intention to use. ?

2.8.1.3 Continuous-Use Intention with Online Banking ocan e

The continuous-use intention model was use exami thie' effect of

.y
customers' continuous-use intention of online b towards nlhe_\cb}hking
performance. Figure 2.13 shows the continuous?,j,p entjondm \‘r

Online bank

performance
n, ainet al. %) and Mohammadyari

& Singh (2015)
&

)
Figure 2. '\o&l 0 er ning§ Using CUI
Continuance int%%sidel%}edﬂal@? managers and decision-makers
sefu

intention

[ Continuous-use

Source: Adapted from a researchgasa 0

4 -‘40

lefn.ﬂ)rmation in assessing organisational

in service institut;@it car‘ \I'de
ability and pew e ( 'ne, %5%) One study indicated that the link
¢

between coeﬁwe intentio arﬁ %E\?ce performance is a reliable indicator of
\
technol% ptancé Panab&l., 2010).
o s

ammadyari & Sing@lS) clarified that continuous-use intention plays a

p Xnt role in online service performance evaluation, and performance evaluation
@ helps the organisation achieve its individual or organisational targets.
erformance evaluation highlights any shortcomings between the expected and actual
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performance of the organisation and provides feedback for improvements (Benliro,
2015). Y-

Based on the literature, continuous-use intention can predict f \nline
service performance. Some researchers (Chen, 2013; Hossain‘A@., 2019;
Mohammadyari & Singh, 2015; Moon & Jang, 2018) used continuoWintention to
predict performance and found that understanding continu uwntention has a
direct influence on performance. Accordingly, the c mﬁ' expected that

continuous-use intention has an influence on online ban erf mw
L 2

é [ "}Y
2.8.1.4 Continuous-Use Intention as a MediaY. \f \Y
The model was used to examine theﬂq@ of ents Q@;ect:site quality
(INQ, SYQ, and E-SQ) on online t@erfcrman ro@he mediation of

continuous-use intention. Figure %shows \\c?nt' yQus-use intention as a
. P 0}
mediator model. <8\_

Continuous-use
intention

The components of website ;ali

Online banking
performance

b7 1V $

ce: Adapted from a researcher based on (Chen, 2013; Cheng, 2020; Lee, 2017).

Q Figure 2.14: Model of Determining CUI as a Mediator Variable
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The variable can be deemed as mediator when it fulfils the following conditions
(Baron & Kenny, 1986):

e The independent variable has a significant association with medi@able.

e The mediator variable has a significant association with depe riable.

e The independent variable has a significant association ‘With dependent

variable. V

In other words, continuous-use intention can be hy sised t') be a mediator

by following: .\d‘ NG
et

N
e There is a significant relationship betw@ite qualit "{3% s and

continuous-use intention. Y- \‘. \Y
T

ualitw&nponents and
online service performance. \
e There is a significant r %hip mt
@

4]

C.)
online service perfor . <$
X

o

A
(uous-use intention and

Continuous-use interYgan help define thesrelationship between variables

(Chen, 2013; Lee, 201% rding to' Ch q.g%(‘)}a.and Lee (2017), continuous-use

intention plays a'{&*ole irl m\ﬁng tr%gﬂationship between website quality
rf

components an&qgo mance:
¢
.ggrformance through continuance intention.

SEQ havesssignificant | effectsy o
Accordi% e cuﬁe@zy e@ed that continuous-use intention mediates the

rela ip between INQ, SY(&?nd E-SQ and online banking performance.

\?ased on the discussion above, the conceptual framework was developed to
sti

N,

online banking towards online banking performance. Examining the impact of website

Y

a{ticu@_r,\their findings revealed that INQ, SYQ,

gate the effects of website quality components and continuous use intention of

quality components on continuous use intention of online banking would give a better
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prediction about future online banking performance. Figure 2.15 shows conceptual

. XNg
MV _{q
..

Online banking ]

framework.

Components of website quality

Continuous-use
intention

performance

Information
quality

System
quality

E-service
quality

Ease of
functioning

: ? 4 2
The study hasgformu tef NXEth}ét test the relationships between the
variables. They éﬁdai &

O
'
291 %s'

hipf)bv_vﬁl Q, E-SQ and Online Banking Performance
Y—v

O
ﬂne banking performa@e‘ plays a vital role in achieving a large part of the
N

bjectives (Olayinka, 2012). Employees are considered the most significant
0 isational resources to realise competitive advantage (Abdallah, 2014). Past
udies indicate banks attached great importance to INQ, SYQ, and E-SQ due to their

roles in enhancing competitiveness and improving performance (AL-Adwan & AL-

>
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Tarawneh, 2017; Shagari et al., 2015). Therefore, INQ, SYQ, and E-SQ are found to
be significant and positive determinants of service performance (Agus et alv
Chang et al., 2012; Kassim & Hussin, 2010). In contrast, some studies @fmd
similar results (Daoud & Triki, 2013; Mohmoodi & Asetmal, 2014; Stf&l., 2017).
The literature thus shows inconsistent results regarding the effects CW, SYQ, and
E-SQ on performance. Accordingly, the following hypotheﬁw formulated to

guide the research:

H1: INQ influences online banking performance. \d

oy
H2: SYQ influences online banking performance. ' _\0}
H3: E-SQ influences online banking performa \T

2.9.2 Relationship between INQ a@’uuous-Us

The relationship between | d contl\usss

infention is considered a

well-established study subje stlﬁlles ve I‘Q |gated the relationship

between these two variable $conE serv@or example, Suryanto et al.
?o

eten, ir{amb'lntention to reuse. Apostolou et

&

sﬂngr.elatlonshlp with the continuous-use

(2016) found that IN ngest

I. (2017) reveai&? INQ I
me

intention of cu Oth also irmed that INQ influences continuous-
¢

use mtento ma al, 1?‘ U Bakar & Melan, 2018; Kim et al., 2019;

Okechl homr Mardlana et al. (2015) and Brown & Jayakody

(20 d not find any s@cam direct relationship between the variables.

Xngly, the current study formulated the following hypothesis:

GEINQ influences customers' continuous-use intention of online banking.
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2.9.3 Relationship between SYQ and Continuous-Use Intention

The literature states that SYQ has a strong influence on continuous-use irwm
(Brown & Jayakody, 2008; Mardiana et al., 2015; Okechi & Kepeg@OB).
Therefore, SYQ is considered as an antecedent of intention to reuse ( lou et al.,
2017; Suryanto et al., 2016). Kim et al. (2019) mentioned that SW a positive
effect on continuous-use intention, whereas Ibrahim et al. (2017)"d1d not find such
significance. Nonetheless, they recommended examinin &f:ec' of SYQ as a
technological factor on intention. Accordingly, the nt sudw‘lated the
following hypothesis: J _\‘-}v

H5: SYQ influences customers' continuous-usesi n M\oﬁl nkin.g§~

N ¥
2.9.4 Relationship between E-SQ %inuous- ter@sr

Several studies have investig e assoc ge Q@E-SQ and continuous-
}S? N

use intention (Natalia et al., Zﬂérma& al., 7; <C{@}Q‘:‘E'hi & Kepeghom, 2013).

The literature has shown t \Q

influe continuous-use intention of

E- pT e
customers. Customers eive the E-SQ df @bsite positively are more likely
f &
to provide positive rd-of—@ mmgﬂions, purchase services or products

via the Website@h/isit

(Suryanto e %016;

signific% iatioff

T
for the following hyp t@fs:

gQ influences customers' continuous-use intention of online banking.

'nd Ieséfﬁkely to turn to a competitor. However,

19? rmn & Jayakody, 2008) did not identify a

N
the%ables. Based on these results, the current study
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2.9.5 Relationship between Continuous-Use Intention and Online Banking
Performance Y-

Continuous-use intention is deemed important by managers and deciSion-makers
in service institutions (Zemguliene, 2012). Scholars have examined if%sively in
services marketing (Dudovskiy, 2015) due to its significance. Past studies have
investigated the effects of customers’ continued intention to_use. They reported that
customers' continued intention to use is a positive direct Yw-ant'of performance

(Chen, 2013; Hossain et al., 2019; Mohammadyari ingh, 1W1 & Jang,

X
2018). Wang et al. (2012), however, found a negative relationshi ﬁet_\@\gh the

tr@ in hypothesis:
kingw in nces.@fﬁ;e banking
&

mentioned variables. Accordingly, the study fo

H7: Continuous-use intention of onliﬁ\b}

performance. \: ,

\ Y
&
(.)
2.9.6 Mediating Role of Con% 3 [
Continuous-use inter@ aIf een 'nves@d as a mediator in several
020). Lee

studies (Chen 2013; % 0): ‘}h @gested that service quality and
&
cantly Ia sociated
ty

performance are % thr continuance intention. That is, a
favourable serv'eQ i 'ely @éﬁﬁate a customer to remain with a firm
¢
which in t %vove perf a{ceejn vice versa. According to Cheng (2020),
e >
contlnu% n
on th%

sults, the present st@fbrmulated the following hypotheses:

tentio iates b&/een INQ, SYQ, E-SQ, and performance. Based

‘%ontinuous-use intention mediates the positive relationship between INQ and

Oine banking performance.
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H9: Continuous-use intention mediates the positive relationship between SYQ and

online banking performance. YV

H10: Continuous-use intention mediates the positive relationship betwe

online banking performance. A
2.10 Conclusions

In summary, website quality components (INQ, z FYQ) influence
service performance. Therefore, website quality will clie ts tions and

ped countrj cdngﬁeij,

exKJa' and @Iirements

ownn; tudlesé?'r he effects of
i an@‘f‘formance and of

needs while conforming to international standards. D
SYQ, and E-SQ as efficient tools that can bal
of clients and the interests of firms. As the

website quality components towards c\%s-use inte

continuous-use intention on pe nce, \%U

r e;d:\inconcluswe results.

Numerous indicators have |nd WI enin esear(o p regarding technology
and online service perfor Jo e ema@ the banking sector. At the
same time, customers’ % of onh[;/}< 1‘1g ordan is still low.

The literatur e serv‘c sh hat scholars agree on the need to
measure e-servi pe rma e of essentlal factors for developing service

institutions. s sam tlme ts%eej?ement especially in the banking sector, is
still a t% ebatg”(An ? & Ad&nro 2019). Furthermore, there is a shortage of
Jord&studles about the e e‘@of INQ, SYQ, and E-SQ as components of website

t

n online banking performance. There is no comprehensive evidence on the
ct of website quality components on online banking performance through the
ediation of continuous-use intention. There is also a lack of studies measuring the

impact of continuous-use intention on performance online service. It is therefore
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unclear whether website quality components and continuous-use intention could

determine online banking performance. Further research on this issue is necessa
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