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Abstract: 

This research was conducted to determine the effect of the quality of e-banking services in 
its five dimensions (tangible, reliability, responsiveness, safety, and empathy) on customer 
satisfaction in in a sample from the private banks operating in Syria. The researcher 
distributed (175) questionnaires to a random sample of bank customers under study. (175) 
questionnaires were retrieved and (13) questionnaires were excluded, Thus, the number of 
questionnaires that have been discharged is (162). The researcher analyzed the data using 
the Statistical Analysis Program (SPSS 25). 
  At the end of this research, the researcher reached a number of conclusions, the most 
mportant of which are: There is a significant effect of the quality of e-banking services in 
its five dimensions (tangible, reliability, responsiveness, safety, and empathy) on customer 
satisfaction in the banks under study. 

Key Words: E-Banking Service, Quality of E-Banking Service, Customer Satisfaction, Private 
Banks. 

 

 

 

 

 

 

 

 

_____________________________ 

* Associate Professor in Business Administration Department, Faculty of Economics, Tishreen 
University. 



2020-No.83 vol.  University Journal of Hama

 

1 

 
2 

 
3 

 
4 

 
5 



2020-No.83 vol.  University Journal of Hama

 

1 

 
2 

 
3 

 
4 

 
5 

1 

 
2 

 
3 

 
4 

 
5 



2020-No.83 vol.  University Journal of Hama

 

SPSS 25

1 2017., et. alMirzapur, 

 (23) 
(409)

SPSS

 
2 2018Zafer and Zaheer, 

SPSS

 
3 

 



2020-No.83 vol.  University Journal of Hama

 

Parasuraman

 (Korankye, 2013, p. 1296; Maghadam, 
2015, p. 55; Wanjiku, 2015, p. 15)

1 :(Reliability

  

  

  

  

Responsiveness

Competence

Access

Courtesy

(Communication

(Credibility

(Security) 



2020-No.83 vol.  University Journal of Hama

 

(Knowing The Customer

(Physical Assets

Santos, 2003, p. 215

2010E-Quality

 

swiftsociety for (worldwide 

inter- bank financial transaction



2020-No.83 vol.  University Journal of Hama

 

 

Lovelock, Jochen, 2017, p. (156

Kotler, Keller, 2012, p. 108

  
  
  
  
 

 

 
  



2020-No.83 vol.  University Journal of Hama

 

 

1 

 
2 

 
3 

 
 

SPSS 25

SPSS



2020-No.83 vol.  University Journal of Hama

 

 

 

 

 

SPSS 25

(SPSS 25)

(P = Sig.( = 0.05

(P = Sig.( = 0.05

(P = Sig.( = 0.05)

0H

Change Statistics 
Std. Error 

of the 
Estimate 

Adjusted 
 R Square 

R 
Square 

RModel Sig. F 
Change 2DF 1DF F Change 

R 
Square 
Change 

.000 160194.251 .874 .852 .872 .874 .935

25SPSS 

R = 0.935



2020-No.83 vol.  University Journal of Hama

 

Sig. = 0.000 = 0.05

0H

Change Statistics 
Std. Error 

of the 
Estimate 

Adjusted 
 R Square 

R 
Square 

RModel Sig. F 
Change 

2DF 1DF F Change 
R 

Square 
Change 

.000 160182.654 .835 .796 .833 .835 .914

25SPSS 

R = 0.914

Sig. = 0.000 = 0.05

0H



2020-No.83 vol.  University Journal of Hama

 

Change Statistics 
Std. Error 

of the 
Estimate 

Adjusted 
 R Square 

R 
Square 

RModel Sig. F 
Change 2DF 1DF F Change 

R 
Square 
Change 

.000 160163.527 .778 .644 .775 .778 .882

25SPSS 

R = 0.882

Sig. = 0.000 = 0.05

0H

Change Statistics 
Std. Error 

of the 
Estimate 

Adjusted 
 R Square 

R 
Square 

RModel Sig. F 
Change 

2DF 1DF F Change 
R 

Square 
Change 

.000 160146.377 .571 .519 .569 .571 .756

25SPSS 

R = 0.756

Sig. = 0.000 = 0.05



2020-No.83 vol.  University Journal of Hama

 

0H

Change Statistics 
Std. Error 

of the 
Estimate 

Adjusted 
 R Square 

R 
Square 

RModel Sig. F 
Change 

2DF 1DF F Change 
R 

Square 
Change 

.000 160129.756 .521 .468 .519 .521 .722

25SPSS 

R = 0.722

Sig. = 0.000 = 0.05

 

1 

 
2 

 
3 

 



2020-No.83 vol.  University Journal of Hama

 

4 

 
5 

6 

 
7 

 
8 

 
9 

 
10 

1 

 
2 

 
3 

 
4 

 
5 

 



2020-No.83 vol.  University Journal of Hama

 

 

1  

2 

 

3 

4 

5 

6 

 

7 

8 20IBM SPSS Sta s cs 

 

9 

1- Jacque, S. (2003). Value, Rareness, Competitive Advantage and Performance: A 

conceptual- Level empirical investigation of the Resource- Based View of the firm. 

Strategic Management Journal. Vol. 29, 745- 768  

2- Korankye, A. (2013). Total Quality Management (TQM): a source of Competitive 

Advantage: a Comparative Study of Manufacturing and Service firms in Ghana. 

International Journal of Asian Social Science. Vol. 3 (6), 1293-1305  

3- Ladwin, G. (2003). Constructing a Conceptual Framework for Market Intelligence in 

the European Plant Building Industry. A doctoral dissertation in Business 

Administration. Department of Business Administration, Faculty of Business, University of 

Gloucestershire: Austria. 

4- Maghadam; P, Don; B, Andre (2015). Gleaning Market Intelligence from the sales 

force. Asian Pacific International Journal of Marketing. Vol. 5, Issue 1, 42-62. 



2020-No.83 vol.  University Journal of Hama

 

5- Mirzapur, et.al, (2017). Analysing Electronic Service Quality from Customer Point of 

View in Telecmmunictions Company of Esfahan. International Journal of Life Science 

and Engineering, 1 (2), 39-44. 

6- Santos, V (2003). Reviw of Competitive Advantage Measurements: Reference on 

Agribusiness Sector. Journal of Scientific Research and Reports. Vol 12(6), 1- 11  

7- Zafer and Zaheer, V.A., (2018). Service Quality Delivery Through Web Sites. Journal 

of the Academy of Marketing Science, 30 (4), 362-375. 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 


