CHAPTER 1

INTRODUCTION Yv

The globalisation of financial institutions has led banking secter in developing

1.1 Background of the Study

countries to improve electronic service quality, reduce cos Nsmg time, and
enhance service performance (Agus et al., 2007; Al-Dmo i 02 Dauda & Lee,

2015), as such indicators reflect banking performance. ciall ch of the

service performance system is constrained by organ

ional strategies td @/e its
goals (Firdous & Farooqi, 2017). In other o line ing .Qfﬁormance
represents an important part of the outputs of, the,hank actl ities a Vzc:ntrlbutes to

the achievement of goals. Furtherm\%a)

anking seetor h@ﬁllsed the online

service not only to perform onllne Ss activiti % t p@de new products but
also to introduce essential serv e|r tom &(Ma@t al., 2014).

Many factors impac Ii se pe orm : and these include website
quality components tion g alty S st@'quallty, and electronic service
quality) (Ahn et aI 2007 Ba |it ; Ch et al., 2014; Chen et al., 2015; Chen
et al., 2017a; )—Kh, 19 09 Lin, 2007; Rostiana & Zuliestiana,

l
2019; Wen, &»Flrs amo VE? e quality components, information quality

(INQ) |% the im com ents in the technology acceptance studies (Abu

Bawelan 2018). The @blogy acceptance literature suggests that improved
o% ervice performance requires a client-perceived efficiency of the electronic

m and client-perceived criteria for online content (e.g., Kassim & Hussin, 2010).
econd, system quality (SYQ) is one of the important components that affect

technology adoption, a high-quality system can afford clients with more convenience,



privacy, and responsiveness (Saha et al., 2012) and third, electronic service quality (E-
SQ) is one potential determinant of the continuous-use intention and itw
significant effect on online service performance (Agus et al., 2007; S?@l al.,
2017; Suryanto et al., 2016). A

In this study, the continuous-use intention is considered as the médiator variable
of the relationship between the website quality components an@” online banking
performance, and it is invested to explain the indirect r m etween website

quality components and online banking performancewAccor inw research
'Y

. The incr d'at}@ non

ts% ic@ﬁects the

: rfoNTan (Hoss@ve: al., 2019;
Mohammadyari & Singh 2015). Se& isadies have wn@ ificant relations

between information quality, systMaIity, e%‘ a;@ and continuous-use
N,
intention (Abu Bakar & Melam%Apo&olou al., 2017, Kim et al., 2019; Li et
\ N\’w

al., 2018; Suryanto et al., 2 . l N
eJ

This research is ed in da‘niabanking sector. Particularly, on
\Iib £

Jordanian commer'&%ks a anchigoperating in Amman. The next section
dan

highlightstheJt\ banki 'ronné?'
j ‘

Q- &
1 formation Jrech ay he Internet in Jordan

&e crossroads of thr ec@ﬁtinents — Asia, Africa, and Europe — the Hashemite

\bﬂ of Jordan is an Arab country that links the East and West. This position

focuses on the continuous-use intention of online ba

the continuous-use intention evaluation by

increased pressure to improve online se

1.

-

resents Jordan with the opportunity to be a key trading post in the Middle East for
enturies. Jordan shares its borders with Saudi Arabia, Syria, Palestine, and Iraqg.

Jordan has an area of 89,342 km?, with approximately 1,619 km of border. Jordan's



coastline on both the Dead Sea and the Gulf of Agaba on the Red Sea is nearly 26
kilometres. Jordan is one of the most stable countries in the Middle East
2017). It has a population of 10,554,000 million people in 2019 (Internet @tats,
2019).

Furthermore, Jordan has good internet coverage and Watlon and

communication technology (ICT) infrastructure (Al-Hujran .et\ifHS Haddad &

Shunnag, 2008). Like many countries, Jordan relies sectors to achieve
sustainable economic growth. Since 2000, training courses,,semi ar.s\,ﬁn@nferences
have been carried out to discuss how to support evelopme flin‘&@ation
technology (IT) in all of Jordan’s professional ( -Q@i i @tlonally,

homes, workplaces, and schools have beew ed »Y ance astructure to

facilitate the public’s usage of IT s&:}uch as o a@@ and IT-related

expertise (Export.gov, 2017). T t few av '\messed considerable
investment in the informatlo omnﬂmlca n tee@logy (ICT) industry, a
subsector of services, Iiket an ng i 19)

National mfrastr% com l':ers d and private networks plays a
pivotal role in th atlon (] teg c n|t|at|ves (Al-Jabari, 2013). Jordan
has one teleco u t|o y, oblle network operators, and several
internet ser OVId rs Aﬂ:?ese companies are privately owned and
operate I ober}_ 4 Jor n government introduced 16 new ISPs because
oft asmg demand for q\l@t&/ wider bandwidth, and faster internet connectivity
( ov, 2017).

In early 2000, significant technological development in the banking sector
ushed Jordanian banks to adopt online banking; they must adapt to these changes to

maintain sustainable competitive advantage (Anouze & Alamro, 2019). Currently, the



financial sector contributes significant value to the economy. This sector has seen a
series of changes, for instance in current laws and regulations, includwm
legislation of new rules about online banking. The goals of these ch@%&re to
improve infrastructure and enhance its ability to adapt to the era ness and
globalisation, so that the Jordanian economy can merge into the glowket (Muala,
2019). Additionally, Jordan has positioned itself as a ce re\b/internet—related
industry in the Arab region (Al-Dmour et al., 2021). Y

id ir]crease in ISPs,

Jordanian web developers, and Jordanian web sites hav de the couatnyinto one of

. | | | NS
the most significant players in the region. Jordan ma eofits lo or’ t&@}npete
with neighbouring countries that are still develepi hei{ nfra.@zture and
industry. This context provides Jordanian Banks with the o rtuniuéggrow further
(Export.gov, 2017). \) &

The Jordanian banking sector@S other ¢ % i 9@\0f the major props of
N,
ordi

the emerging Jordanian econo cCenQL ank of Jordan’s (CBJ)

&/

ntrib 18.82 percent to the gross

quarterly report 2015, fin }Mstitl

ri
domestic product (GD 2015). The nk‘ing@ctor is also deemed as one of the
4 ¢ &
most significant i ﬂ{ionsiﬁ\ﬁn ncizgector, and it has the largest market
capitalisation inghe Amman 'cha udairi, 2015).
¢
Despi % notable ve'IO[@je ts, the adoption of online banking by
NN

Jordani% custgmer. still tm compared to neighbouring countries like the

Uni ab Emirates (UAE)@‘fne, 2016). The Department of Statistics (DOS) of

J% 2016) explained that Jordanians use the internet mainly as a source of
& mation, followed by entertainment, such as watching movies, TV programs, and
tening to music. Some internet users surf the internet to read newspapers and

electronic journals, send and receive emails, and contact friends and acquaintances



using social networks like Facebook and Skype. Banking services and purchase and

sale of goods are the lowest usage (ArabAdvisors, 2012; Irvine, 2016). Yv
Jordan is chosen in this study for many reasons. Jordan has contlr@been
the political, cultural, and economic centre of the Middle East becaus roximity

to markets in the East and West. During the economic reforms 1991, Jordan

became an attractive region for foreign investment. As a sa Ie of¥an Arab country,

Jordan provides a good case for investigating the dete 'onlme banking

performance, to the best of the author’s knowledgeinthe s bjWnot been
L ]

N4

adequately examined in Arab specifically and develo ountries. l K

4' \/‘Z“

é\‘?

As mentioned earlier, the fi |aI ervices S r n@ dan contributes

significantly to the economy and |@$ver of e\hﬂ g@h It has undergone a

series of changes, such as the I n ofﬂew s«an ndment of current rules

1.1.2 Evolution of Banking System in J

_.ﬂ

and regulations. Besides i 1 1nf e an ancmg the sector’s ability to

adapt to the era of tect‘% nd eco r[;@ db ion, the goal of these changes is
to merge the Jord &{eco the I market (Al-Dmour et al., 2021,
Muala, 2019). The b 's a sj |cant source of economic strength, and
the CBJ k a pro veIo eﬂ‘t C|al position because of the increase in
deposit t,and profits.of a banks (Oxford Business, 2017). The national

stem comprises the{%f(ral bank as the legislative authority, Islamic banks,

ial banks, investment banks, and development banks. Below, | summarize
h ordanian banking system.

In the 1920s, the Ottoman Bank became the first commercial bank to operate in

Jordan at the request of the British. The bank was considered as the state bank because



of the absence of a central bank, and its office was registered in London (Al-Qaisi,
2012). In early 1950, the Jordanian Monetary Board represented the mw
authority, while the CBJ Law was enacted in 1959. In early October 196@egan
its operations (CBJ, 2015). As early as 1949, given the political situa alestine,
the Arab Bank headquarters were moved to Amman, where i1t¢was officially
incorporated as a public shareholding company (ABJ, 2016). In 1950s and late

Yl-oc | banks: Jordan

1960s, six commercial banks were established, comprisi

Ahli Bank (JAB), Cairo Amman Bank (CAB), and Bankeof Jor arw and three
23
9
Bank (SCB), ahd ‘@ptlan
d %' credj,@étitutions

were also incorporated: Housing and Ur D eIopTen orpo@?~ (HUDCO),

Agricultural Credit Corporation (@d Cities \@@e Development
Corporation (CVDC) (CBJ, 2017).(0 \T ,<\

5. 0
From the 1970s until the %Os, tl% banking se Q(r:gaw noticeable activities,
as twelve new banks were_esta ishI. € We@e local commercial banks:
itest

Jordan Kuwait Bank (%
(HBTF), Jordan&werciall
Corporation-Jordan CJ)
e
Jordan (SG %@xal Bank o orJanQC}: 0J); two local Islamic banks: International
NN
a 'ﬁnd Js&?
Y-

Islamic% nk X1 an Islamic Bank (JIB); and a foreign bank:

Citi By the turn of the @ehnium, another local Islamic bank was established

foreign banks: Rafidain Bank (RB), Standard Char

Arab Land Bank (EALB). In addition, three st

rdan(J stment Bank (AJIB), Societe General-

J Nubai Islamic Bank (JDIB), on top of five foreign banks, four commercial
ional Bank of Kuwait, Audi Bank, National Bank of Abu Dhabi, and BLOM

ank), and one Islamic (Al-Rajhi Bank) (CBJ, 2017).



All banking operations are overseen by the Central Bank of Jordan. By 2011,
there were 13 commercial banks, four Islamic banks, three specialised it
institutions, and eight foreign banks. From 1927 to 2011, the sector witn@veral
changes and mergers. For instance, in 1927, the Ottoman Bank ablished.
Throughout the decades, its name had been changed several times\until it became
known in October 2003 as Standard Chartered Bank. The Export and Finance Bank
(EFB) changed its name to CB in 2005, while Jordan Gu %(TG ) was renamed
as Jordan Commercial Bank (JCB) in 2004. Finally, in 200 tw‘Naﬁonal

X
Bank (JNB) was merged with the Bank of Philadelph estment (PIB) @@Ol?).

keep current clients and att m on
tB

on economic databas%
Jordanian bankinw. Q
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1.2 Statement of the Problem

Online banking performance is one of the most important constructs in r
the goals of a bank (Al-Alawi, 2018; Ho & Wu, 2009; Olayinka, 2012; @\t al.,
2019). It is an important variable in most studies investigating perﬂ%ce issues

(AL-Adwan & AL-Tarawneh, 2017; Al-Dmour et al., 2021; KiRet al., 2018).

Continuous improvement of a bank'’s functions and monitori Mncial condition

r’&?m act on national

8; rw‘u, 2013).

th due w'alf@;ing
ihewif2015).

the Gés(-CBJ, 2015).

ant @ces subsector, it

@72017). In particular,

lead to an increase in bank performance, which has a si

——

suffers from apparent weaknesses %dwa&%r

commercial banks that suffer or p&form ce in e a low level of online

&
banking adoption by Jord% ent1 alwan eté$2018; Alnsour & Al-Hyari,
o Al-sm

2011; Abu-Assi et al., adiy 2012; Ano@ & Alamro, 2019; Irvine, 2016;
4 F &
Rawashdeh, 2015; W & E‘ M 018guﬁne (2016) found that only 5 percent

of Jordanian bank clients ha 'ed onling banking, while Al-Rfou (2013) showed
¢
that approxi 1 percent cfenéi'r?Jordan can use online banking. The rate of
NN
to m@]bouring countries like the UAE, where over 61

adoptio% low

per f the population u@ﬁline banking (Kate, 2015). Shannak (2013) and

%i & Alamro (2019) mentioned that the prevailing perception is that the rules
ndereg

ulations of CBJ on online banking are insufficient to protect the client, but the

uthor found this belief to be inaccurate (See Section 2.3.5 for further details). More



research is thus needed to explain the causes of the relatively low adoption rate of
online banking (Anouze & Alamro, 2019), in a country with high internet usag
Although online service performance is influenced by multiple fac@bsne
quality components have been widely recognised as important compﬂ&g that can
influence it (Al-Qeisi et al., 2014). Among the website quality Wlents INQ,

SYQ, and E-SQ are considered being the top components ifm online service

performance (Agus et al., 2007; Chang et al., 2012; Kas uss'n 2010). First,

information quality is one of the important variables in roni qu dles (Abu
Y-.

Bakar & Melan, 2018). In prior studies (e.g., Kassim ussin, 201 ofne @ that

improved online service performance requires I corr@%ccurate

comp@e‘gt~ that affects
the continuous intention and online s%@rformance u @ & Melan, 2018;

Apostolou et al., 2017; Kassim & ,2010, &o

association between contmuou%on atﬂj per rman(c(/ depends on information
mpanies “}1

quality Cheng (2020). 1 ad on,’ & d achieve higher service
performance prI’OVId% ality of info ah assim & Hussin, 2010).

and consistent information. Information qu i ni

, 2016). Moreover, the

4 .'
Second, sys wuaht)‘ \& pow contextual component affecting

performance ( hm ', 20 mfred et al., 2018) because banks, in
the prese |gh uallt st'enb | have better performance (Shagari et al.,
2015) ore Syste 'guallty%is been shown to have a significant impact on

banhp&erformance (Al- DnK t al., 2021). In addition, it also has a significant
e t service performance (Chang et al., 2012).

Thlrd, e-service quality is one of the important components that affects banking
erformance (AL-Adwan & AL-Tarawneh, 2017; Al-Dmour et al., 2021), and it has a

significant impact on service performance (Agus et al., 2007). According to (AL-

10



Adwan & AL-Tarawneh (2017), e-service quality has an influence on many aspects of
a bank's systems (the website interface, user-friendly, and security). Des?'ks
importance, the literature indicates that less attention has been paid to the cg}of e-
service quality on banking performance (Al-Dmour et al., 2021). -\

Literature appears that the link between website qualityWonents and
performance was not only direct (Agus et al., 2007; Kassim & Hussin, 2010), but also
indirect (Chang et al., 2012; Chen, 2013). Moreover, s in.es

'emphasised the

need to examine continuous intention in the services se incl dWanks (e.0.
3

past tudi hd/e‘frglz:ded

of@ inte@gn on the

Anouze & Alamro, 2019; Yuan et al., 2019). More

evidence regarding the significant and positivegi

adyari Vg'ingh 2015).

In addition, website quality componer&%athe conti S int@%n (Abu Bakar &
Melan, 2018; Apostolou et al., 20]@6’m et a \‘;EOTO QQ\& Kepeghom, 2013).

N,
Hence, this research seeks to i%majo gapsyinathe <Q)@ies by investigating the
mediating effect of contirgus- e J\ 1onjon thé{klationship between website
P

se to ious studies recommendations, for

performance of online services (Hossain e

9]
QD
w
D
o
o
>
E
Ro
sg
= S
>
o

Ya@sf/& El Qirem (2018), and Yuan et al.

instance, Anoux

(2019), this Ej
\
on the gelationship b the W¥>bsite quality components, and online banking

perf; ce as one of the @ goals of this research is to further explain the

relationship between website quality components and online banking performance.
: To help explain the relationship among all variables, this study uses IS success
odel as the underpinning theory to cover the main part of the study model. The
variables that are important in e-service systems include the core IS success indicators

11



of INQ, SYQ (also referred to as website quality in e-service environments) (Chang et
al., 2014; Liang & Chen, 2009; Lin, 2007; Rostiana & Zuliestiana, 2019). Adwl
variables relevant to e-service specifically are E-SQ (or e-SERVQUAL),@hance
intention, and online service performance (Bhattacherjee, 2001a; ipka, 2012;
Parasuraman et al., 2005; Zeithaml et al., 2002) . As suggested by Deléone & McLean
(2003) continuous-use intention was selected as an alternative usage’intention, given

the difficulties of measuring general intention use to onli : 'Usage intention

thus was not included in study model. For the same on, net efits and user
oy

lationship t\‘legfr‘h se 5
b

chosen variables will be discussed by investigati . \" N
In relation to this, Russell et al. (20% omm\en that s@;gfforts must

appropriate to consider a mix of com nts }rawn fro sit ‘*ality perspectives

of the organisation to correspond vﬁ@jnline se\Be\¥rf r,z@tce. Accordingly, this

N,
research seeks to combine‘%en %port W&@e quality components
simultaneously. Such comp@rer rta com@nts based on the broad range
ol

of 1S success model, %\ ogy“ 6%&9 H@ature and their impact on online
service performar@des tr priatéélx(/%stment of the banking industry in
developing countries. Partic ' the Eél()f the author’s knowledge, relatively a
few literatur &) inv ti‘at tH@ i@ t of website quality components on online

NN
service% nce JTherefare, thiéh one of the main gaps in prior studies that the

pre search is seeking K nimise. In addition, a comprehensive review of

satisfaction were not included in our study model.

studieswshows that most of the research on online service performance has been

G ucted in the education sector (e-learning) (Al-Rahmi et al., 2018; Jena et al.,
018; Mohammadyari & Singh, 2015; Thai et al., 2017), and e-commerce (Lestari et



al., 2020; Pastiu et al., 2020; Sohn & Chung, 2016; Zhong et al., 2020), thus

neglecting the banking sector. T
Furthermore, extant empirical studies on online service perfor@were

primarily carried out in developed countries e.g. European Union co (EV), the

United States of America (USA), and emerging economies in Asm China and

Malaysia (Al-Rahmi et al., 2018; Apostolou et al., 2017, Bich & Gudigantala, 2018;

Sohn & Chung, 2016; Zhong et al., 2020). Nevertheless, t i rar"ty of studies on

inly i JWd thereby
[ ]

online service performance in the developing countries,

highlighting another gap in literature. ' _\0}
Based on the above paragraphs highlig @ retic@/maps and

practical issues, this study examines theyrel

components (INQ, SYQ, E-SQ), anm hr-la banking
study investigates the mediating ef&;ﬁ contin \u% i

between INQ, SYQ, E-SQ, %Iine tbanki uperfdrmiance among Jordanian

commercial banks. \

1.3 Research Q ws I %
The study. &wes t \Qof \@&e quality components individually and
N 1SN 3
collectively ng Jordanian mﬁeci}a banks. Its main purpose is measuring the
\
ok e qu

relative% nce of
StuQ

ch as (Ahn et al., 2{(‘)’7;' Bai et al., 2008; Chang et al., 2014; Chen et al.,

een@ggite quality
orm@ Moreover, this

Q@Oﬂ on the relationship
N

y components of Jordanian commercial banks.

%hen et al., 2017a; Hsieh, 2019; Liang & Chen, 2009; Lin, 2007; Rostiana &
lestiana, 2019; Wen, 2009) divided the website quality adoption process into three

ifferent components: INQ, SYQ, and E-SQ.



Another critical point is that previous studies differed in determining the relative
importance of website quality components. According to Namahoot & Laoha?ﬂ!n
(2015), SYQ and E-SQ are significant predictors of online banking, Wh%\Q §
not. On the other hand, Hsiao et al. (2017) reported that SYQ and | important
determinants of online banking. Accordingly, the first question vRBrmulated as

follows: V

1. What are the most important website quality com tghat influence online

banking adoption in Jordanian commercial banks® .\d
L ]

Yv
websité g y'co@nents
ar]< e q@?y has a

me ban@;qu-Qeisi et
isi @f‘ 2014; Chang et

This study also attempts to measure the effec

(INQ, SYQ, and E-SQ) on online banking

significant influence on the performance

al., 2014). Previous studies such as ( et al., 2007;

al., 2012; Kassim & Hussin, 20@jave inv\“gagd

website quality components an%nancg. Th ow at INQ, SYQ, and E-SQ
&
ange.

significantly influence ViC pT Fu&ermore, the components

complement each ot influence t éﬂsa(/eness and efficiency of the
4 ¢ &

performance. On K)ntrary,l al. (%gl) found that INQ and SYQ have no
significant effects on perfor 'd M f%bodi & Asetmal (2014) found that E-SQ
indirectly i %d perform ce.’ Afé(?dingly, the second research question was
NN
formulated as fellows® V)ﬂ' é\
Y-v

Q website quality @ﬁonents (INQ, SYQ, and E-SQ) influence the

)(}elationships between
N,

% erformance of online banking?
: Website quality plays a vital role in pushing online business. Consequently,

any studies have evaluated website quality. However, there is a need for

14



understanding website usage and online intention of clients (Bai et al., 2008; Gera,
2013; Zeithaml, 2000b). Yv

This study attempts to determine whether website quality compt@\ﬁect
client's continuous-use intention. Apostolou et al. (2017) and Okec epeghom
(2013) indicated that INQ, SYQ, and E-SQ have a positive directw on client's

continuous-use intention, while lbrahim et al. (2017) found thetwnd SYQ have a
10w

negative impact on intention to reuse. The third research g as,thus formulated

as follows:
A X
3. Do website quality components (INQ, S\@NE-SQ) infl c{ c_],ée}ners’
continuous-use intention?

4
N Y}/Y‘
Understanding actual service performance om@ﬁuec omers@@rceptions and
continuance intentions is vital fo %ers and sio ers of service
institutions (Bhattacherjee, 2001b).%fore,t [ ge r){n\tes whether customers'
continuous-use intention influe%i Q i 020\.
N

Mohammadyari & Singh 011 y%@firmed that continuous-use
r

intention improves onl e perfarma e.'Si rly, Hossain et al. (2019) found
4 ¢ &
that continuous-usg®intention ll \e'nc S oﬁy service performance. Conversely,
Wang et al. (2022) found th ' neg hsé impact. Based on the above, the fourth
¢
research qu tﬁ@as formula a‘g fodléws:
§v NN
4, % tomd'sbgg)}nuous&e intention influence the performance of online
Y-v

king? 2V
ntinuance intention is commonly used as a mediator in various models
S

ain et al., 2019; Mohammadyari & Singh, 2015; Okechi & Kepeghom, 2013).

@D

herefore, the study examines whether a client's continuous-use intention mediates

between website quality components and online banking performance.

15



According to earlier researches, such as Lee (2017), client continuance intention
IS a subject that has been extensively studied by academics. But there is Wl

research on the interrelationships between INQ, SYQ, E-SQ, continuous n@ and
online service performance. One study reported that contin intention
significantly mediates between INQ, SYQ, SEQ, and performance¢Cheng (2020),

which describes whether a customer will remain or mowiNother company

(Zeithaml et al., 1996). Particularly, to the best of the re 's knowledge, there

are no Jordanian studies that have investigated the impa INQ, SM E-SQ on
L ]

Yv

intention,) a8 jator.

as{ : \T
nﬁdia erela@:gip between

online banking performance through continuou

D

Accordingly, the fifth research question was fo

performance? ‘éf) ) \Y c§\

1.4 Objectives of the St \

The main researz%l to in\:‘e’tiga }h’e rsh'ionship between website quality
&
components and o wnkini ance&oﬂgh the mediation of continuous-use

intention in Jordaniafw c ank w)nsidering the above discussions, this

0

¢
study will a achleve the,f
1. Q(;kinetre ffelts of

ofl

T
online banking perfotaiance.
A g perfotid

.WTo evaluate the effects of website quality components (INQ, SYQ, and E-SQ)

Q on customers’ continuous-use intention.
3. To determine the effect of customers’ continuous-use intention on online

banking performance.

lo i‘ﬁ?objectives:

NN
ite quality components (INQ, SYQ, and E-SQ)

16



4. To investigate the mediating effect of customers’ continuous-use intention on

the relationships between INQ, SYQ, E-SQ, and online banking perforrﬁ‘ér]ce.r

Table 1.1 shows the relationship between the research objectives an'ﬂ___.qd?%tivbns,

as well as data analysis approaches and data sources.

Table 1.1: Research Directions and Approach

The apprbach of

Research Aim Research Questions | Research Source of
Objectives Data Analysis Document
The main | What are the most | To examine the | Quantitative Survey
research aim is | important website | effects of | Approach
to  investigate | quality ~ components | website quality
the relationship | that influence online | components
between website | banking adoption in | (INQ,  SYQ,
quality Jordanian commercial | and E-SQ) on
components banks? _ _ online banking
(INQ, SYQ, E- Do website qéjl?\lllctgy performance.
; components ,
S;%)kizgd online _SYQ' and  E-SO)
influence the
performance .
through the perfo_rmance of online
o banking?
med!atlon of Do website quality | To evaluate the | Quantitative Survey
g:ontln_uous-use_ components (INQ, | effects of | Approach
Intention N1 syQ, and E-SQ) | website quality
Jordan'an_ influence customers’ | components
commercial continuous-use (INQ, SYQ,
banks. intention? and E-SQ) on
customers’
continuous-use
intention.
Does customers’ | To  determine | Quantitative Survey
continuous-use the effect of | Approach
intention influence the | customers’
performance of online | continuous-use
banking? intention on
online banking
performance.
Does the customers’ | To investigate | Quantitative Survey

continuous-use

intention mediate the
relationship  between
website quality
components (INQ,
SYQ, and E-SQ) and

the mediating
effect of
customers’
continuous-use
intention on the
relationships

online banking | between INQ,

performance? SYQ, E-SQ,
and online
banking
performance.

Approach

17

Source: Author



As summarised in Table 1.1, the main research objective is to investigate the
zer

efficiency and effectiveness of online banking in Jordanian commercial ba e

are five research questions to be answered. The first objective is to exa el ortant

website quality components (INQ, SYQ, and E-SQ) and the%cts on the
ions

performance of online banking. Objective two is to evaluate the4glationships between

website quality components (INQ, SYQ, and E-SQ) d?nfs continuous-use

intention. Objective three is to determine the effec S me%i)a'wuous-use
intention on online banking performance. The last objective is toei esﬁg@'the
the @ionship

oﬁe banking

questionnaires for data

impact of customers’ continuous-use intention a medlato 0
between website quality components (INQ :
performance. The quantitative method pte

collection and statistical tools for analh Y

@ Q
1.5 Significance of the StuG\ ﬁj AQ/
Determining we |te 'mpo S onllne banking performance

through clients’ contmuou se inténtj reBrégnts an important phenomenon in

@
banking industry ;Q'g @m wi read technology adoption. The current

research is si %ﬁ to thesstu (ylon anking, as the field is still relatively at its

4‘53/

/

to investigate online banking performance in

infancy st reove y
other zm parts of V\£I’|d 'i@'\/owc et al. (2016) stated that there is still a need
tho

fo

‘7%:

ugh examination of\ ine banking performance in different countries.

e5|des the lack of studies, the literature concerning online banking

Oformance is still fragmented, and there is a gap in a clear understanding of the

factors affecting customers’ continuous-use intention. Therefore, the current study is

18



seeking to fill this gap. Furthermore, there is still a lack of literature that addressed the
relationship between predictors of continuous-use intention and online
performance. The study can extend a helping hand to the banking sector a@emic
researchers to realising the differences between variables through theﬂ%pment of
an integrated model and validation of study hypotheses. Y'

Previous studies emphasised the importance of INQ, SY. M-SQ to evaluate
websites as well as it is a critical driver of technology acce §S.on]e earlier studies

indicated various reasons as to why INQ, SYQ, and have been, the subject of
23

T
much research. For instance, Chang et al. (2012 im H nkz‘(&@ and

Mohammadyari & Singh (2015) stated that iceé' p fofr and\(:Bﬁ'tinuance
Y.
intention are directly influenced by IN W Al-Qeisr~et al. (2014)

cau@?y the knowledge

g@nd decision-makers.
S
Co

of website quality also indicates i

Therefore, there is a need to b%
need to examine the role o@te CI y C po@as one of the variables that
are likely to affect con se intention nd'onlh banking performance.

4 f &

Based on the rementi? \the need a study on the influence of website

nsequently, there is a

quality compor@ conti 'se ires%fon and online banking performance is
¢
essential ans (ﬁ@/. Such a dy" caQ‘;I%/ the foundations to test the model in the
0

NN

future. % alsg” hel ? guidé%e banking sectors for use within technology
Y-

adomAThis research co @(Jtes to our comprehension of online banking

p nce that has neglected in studies. A key contribution is the validation of a

ariety of factors, which are linked to online banking performance in Jordan

ommercial banks.



The researcher expects that study’s findings will help banks to make economic
and administrative decisions to enhance the quality and value of online b ,
besides determining its strengths and weaknesses. By doing so, botf@! and
customers can achieve their main goals and other relevant objective!%ming the
banks of the variables that explain the change in continuous-use imn of clients

will help them devise strategies to develop online banking performa

l

1.6 Justification of the Study .\d
o
nline

This study examines the effect of the website ity compon dn ‘i@

-USQ ion in\jﬁordanian
commercial banks. Through that examinw IS reiear seeks.@vc:mtribute to
theoretical, methodological, and pra@ects. Thi ear@ontributes in the
sense of theoretical by determining@jwost sig\m‘v iﬂﬁés affecting the online

banking performance in Jordar%wouf'd result in o@%@ss to sharing new ideas

between Jordan and other R reI ng these gﬁbles. Thus, it would in result
improvement in online%gp 'rl{hesbountries.

&
Second, thiz?h seer bine website quality components (INQ,
SYQ, and E-S% line i erfo@ﬁce, as recommended Sharma & Lijuan
¢

(2015) by c ning INQ, SYQ, &Id@% theories to evaluate websites. Therefore,

banking performance through clients' conti

erformance’i

this researc videginte d visi&% about the role of these components combined,
and Werence between th%‘ris is one of the major gaps in the literature.
ird, this research explains the mediating strength of continuance intention on
heMNQ, SYQ, SEQ, and performance, as a response to prior studies Cheng (2020).
onsequently, the enhancement of the continuance intention leads to improved online

service performance. Furthermore, studies in literature regarding the continuance

20



intention as a mediator in the relationship between the website quality components
(INQ, SYQ, E-SQ) and online service performance are rare, and this researchw
forward to filling this major gap. (ﬁ\
This research contributes in the sense of methodologic adapting
instruments from different sources to measure INQ, SYQ, and E-SQ%0 suit the study
framework in the banking environment. The variables instru ewre validated by
using a reliability test. Thus, it can be utilised for future k:i other contexts.

Literature indicates that majority of prior studies “welated toWe quality
L ]

components used the quantitative survey techni examine ’el@ships
between variables. Some considered the quantitati rv% to @Etter than

ults; fore, in this

research a survey questionnaire was ¢ ct é

Finally, this research contribl@j’\ the se\f%r u@by; first, majority of
N,

studies in the banking industr%been%arri out i@veloped countries (e.g.,
Olayinka, 2012; Vasiliki 8@& 2,1 : reasé&% research is carried out in a
[

developing country, i.% 0’

4 ’ &
Moreover, d ping c') ms\ ave égstl natural resources, and developing

countries have 4about%70%
ﬁ\ p
contributes Cl

the qualitative method because of the geferalisabili

orl opulation. Consequently, the research

tating the riﬂ‘g f ideas between Jordan and other countries on
NN
online bankingrperfqr }ssue@hich may lead to improving the collaboration
Wit?xﬂ&countries and henc d@ﬁ)roves the online performance of their institutions'.
ent research fills the gap by utilising the survey technique.

Q Second, literature shows that most of the studies in this area have been carried
ut in the education sector (e-learning) (Al-Rahmi et al., 2018; Jena et al., 2018;
Mohammadyari & Singh, 2015; Thai et al., 2017), and e-commerce (Lestari et al.,
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2020; Pastiu et al., 2020; Sohn & Chung, 2016; Zhong et al., 2020), whereas other
studies confirmed the need to pay more attention to the banking sector (AI-DT!‘\

al., 2021). The banking sector considered one of the most critical secto dan,

and meanwhile, one of the structural components of any couereconomy.

Therefore, this research discusses the variables affecting the “@nline banking
performance in Jordanian commercial banks. \,
Third, this research presents a practical contribution igligl]ting factors that

enhance online banking performance of Jordanian co cial ban s, it helps
"X

managers in branches decide to improve service per nce. Mor rl it s the

central bank of Jordan to provide an appropri ronment vequjzﬁe online

. N N4
performance of Jordanian banks. \/ u\ é
&, )

1.7 Scope of the Study \ ’<\
) N,
This study investigates t)}%t of three ite @ity components, namely

N _ & | _
INQ, SYQ, and E-SQ on cust rsl s-usQ}atentlon and online banking

-9

performance in Jordar%ze website ﬁty\?ym%ponents were the independent
4 2
variables, while cust\er 0 ‘ bu\ e inte%(t}ﬁ and online banking performance

nti
were the depen&é\rabh\?@ver &@Study examined the mediating role of
e ba

D
<5}

o Ll
customers’ c&”ous— e int

ion arf&e relationship between the three website
. . NS
quality nts a’d n nl@g performance.

is banking sector in Jo@g.comprises of 29 banks, which are divided into 4
\

I anks, 3 specialised credit, and 22 commercial banks (9 foreign banks and 13

national banks). This research focuses only on 13 Jordan commercial banks, which

ave 584 branches inside Jordan (CBJ, 2017) .The study was conducted using the

survey approach. Questionnaires were distributed to customers of Jordanian

.
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commercial banks operating in Amman. Amman has the greatest number of bank

branches and customers in the country (CBJ, 2018). It also has the highest popw

compared to other governorates (Alrai, 2016). q
1.8 Definition of Key Terms Q

The following terms are defined in the context of this reiearc d supported by

the literature.

Online Banking: Any electronic payment syste at al WWCllentS to
perform financial transactions using the bank’s website. l
Website Quality: A multidimensional t h |se ormation

I|t ( ).

quality (INQ), system quality (SYQ), and troplic se

ide its users with

to

@\accurate information.
System Quality: The abl e b%kin temcg?prowde its users with a

website that is featured byr b| , u ﬁ?: , privacy, and portability.
Electronic Serw% y: Th Jabll' z‘

users with an effici responsl Ifillﬁwebsite.
Continuo Us nte e ablb of a client to use the online banking
255
system cont!E s and for th 0 t(r}n
O% nking Per ance.‘l)\ procedure that depends on both the service

rowﬁ&\d the service user. \’
p \ \C-)

Information Quality: The ab|I|t the banking sy

a website that is featured by new, e unders Ear
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1.9 Organisation of the Study

The research is organised into five chapters: T
Chapter One provides the background to the study, problem st@ and
research questions and objectives. It also explains the significance an ification of

the research. Finally, this chapter delineates the scope of the study anqhe structure of
the thesis. \,

Chapter Two reviews and discusses the literature r nzto tl,e study. It also

provides background information on the performance andycustomer: nuous-use

X
intention of online banking, as well as dis@ome ssenti Ilfe;a\&:}s of
commercial banks in Jordan and laws and regulY%:;; elatedto-onlifie ba@g. It also

conc@}el framework
n tr@’erature review.

Chapter Three describes th(%arch m\Od 0 ,Q\answer the research
Sl

discusses the gaps in the literature, theorieswse

development, and formulates the reseN theses ba

questions. It presents how the wari measured, the data were collected,

\/ &
and how the outcomes were_an sel IS apt‘e@o discusses the population,

sampling technique, ar% alysii‘ eth f"l 0
&
Chapter Four “presents ;Irﬁu&t of %{a/analysis and hypotheses testing. It

shows a set of «descriptive icS and d%/results of the regression analysis. The

¢
chapter also usses the findi sén(té?damental analyses of other outcomes in the
NN
study. % F g f ~é\

v

.&)ter Five recounts Q;e'search objectives, summarise the findings, discuss

t%\plications, show the limitations of the study, and provide suggestions for
e

6 studies.
Introducing a research study into the literature requires determining the research

problem or issue. This problem should be structured within existing studies about
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website quality components, customers’ continuous-use intention, and online banking
performance, pointing any shortcomings in prior research on a specific topivis
chapter presents a general overview of online services in the Jordanian ba@ctor.
A set of research questions and hypotheses help to narrow the go e study.

Figure 1.1 shows the structure of this study.

D

o)

Chapter 1: Introduction

Conceptual
development Describes the research context,

problems and goals

AV .t \‘. \z‘r

Chapter 2: Literature review T

Provides reviews about prior studies to support this study

/e _}v \\?6} ,-\V

Chapter 3: Research methodology

Describes steps to achieve the study objective

Vol IFARSS

Chapter 4: Results and Analysis

Answer research questions _ )
Prove hypotheses
Data analysis and explanation of results for

. Contributions
% this study toward theory
N || and
’ ) é\ application
% 4 f 4 v

S

Chapter 5:
Discussion, Recommendation,
and Conclusion

Sources: (Jankowicz, 2013; Ab. Wahab, 2008: 23)

Figure 1.2: Structure of the study
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1.10 Conclusions

This chapter has provided the background for the thesis. It has provwm
overview of online services and the banking sector in Jordan, as well as @ising
the research problems and questions. The justifications, methodoloAanisation,
and limitations of the study have also been given. The following chapters provide a

detailed discussion of the research. \’
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