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ABSTRACT

THE IMPACT OF THE QUALITY OF ELECTRONIC BANKING SERVICES ON
CUSTOMER SATISFACTION: AN EXPLORATORY STUDY OF A SAMPLE OF
CIHAN ISLAMIC BANK CLIENTS IN DUHOK GOVERNORATE

This research aims to determine the impact of the quality of electronic banking service
on customer satisfaction in terms of dimensions (ease of use, saving time,
confidentiality, and security), and to test the proposed hypotheses to solve the
research problem, and in this research. Descriptive statistical analysis methods are
used in the research by some clients of Cihan Islamic Bank in Dohuk, and to achieve
the research objectives, the researcher developed the study tool (the questionnaire)
and it included (41) paragraphs for the purposes of collecting primary data from the
study population that covered (80) respondents. (59) questionnaires were retrieved
from them, and the number of questionnaires valid for analysis was (57), which
constituted (71.25%). A suitable sample was chosen from Cihan Islamic Bank clients
in the city of Duhok, and in light of this data were collected, analyzed, hypotheses
tested using the Intangible Package for Social Sciences (SPSS), and the study
reached a set of results, the most important of which is that the level of quality of
electronic banking services is: A year in Cihan Islamic Bank in the city of Dohuk from
the point of view of the study sample was high, as the arithmetic averages of the quality
of electronic banking services in general in Cihan Islamic Bank in the city of Dohuk
ranged between (5.866 - 6.349) with a total average of (6.197). The results of the study
showed that the level of influence of the dimensions of the quality of the electronic
banking service under study (ease of use, saving time, confidentiality, and security)
was high, which requires the bank to maintain the high level of quality dimensions of

these services and to monitor them from time to time.

Key words: Islamic Bank, quality, service, electronic banking services, quality of
electronic banking services, easy use, saving time, confidentiality, safety, clients’

satisfaction
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ELEKTRONIK BANKACILIK HiZMETLERININ KALITESININ MUSTERI
MEMNUNIYETINE ETKISi: CIHAN ISLAMIC BANK'IN DUHOK VALILIGINDEKI
MUSTERILERINDEN BiR ORNEKLEMIN KESIFSEL GALISMASI

Bu arastirma, elektronik bankacilik hizmet kalitesinin musteri memnuniyeti tzerindeki
etkisini boyutlar (kullanim kolayligi, zaman tasarrufu, gizlilik ve glvenlik) agisindan
belirlemeyi ve arastirma problemini ¢ézmek icin Onerilen hipotezleri test etmeyi
amaclamaktadir. Arastirma. Dohuk'taki Cihan Islamic Bank'in bazi mdusterileri
tarafindan arastirmada tanimlayici istatistiksel analiz yontemleri kullaniimaktadir ve
arastirma hedeflerine ulagsmak igin arastirmaci g¢alisma aracini (anket) gelistirmis ve
birincil verilerin toplanmasi amaciyla (41) paragraf icermektedir (80) katilimciyi
kapsayan calisma populasyonundan. (59) anket cikarilmis olup analiz i¢in gecerli
anket sayisi (57) olup (% 71,25) olusturulmustur. Duhok sehrindeki Cihan islami Bank
musgterilerinden uygun bir 6rnek segilmis ve bu veriler 1s1ginda Sosyal Bilimler igin
Somut Olmayan Paket (SPSS) kullanilarak toplanmig, analiz edilmisg, hipotezler test
edilmis ve calisma bir dizi sonuca ulasmistir. bunlardan en onemlisi elektronik
bankacilik hizmetlerinin kalite dizeyinin su sekildedir: Calisma 6rneklemi agisindan
Dohuk kentinde Cihan islam Bankasi'nda bir yil, elektronik bankacilik hizmetlerinin
kalitesinin aritmetik ortalamalari nedeniyle yuksek olmustur. genel olarak Dohuk ili
Cihan islam Bankasi'nda (5.866 - 6.349) arasinda degismekte olup, toplam ortalama
(6.197) 'dir. Calismanin sonuglari, incelenen elektronik bankacilik hizmetinin
kalitesinin boyutlarinin (kullanim kolaylhdi, zamandan tasarruf, gizlilik ve guvenlik) etki
duzeyinin yuksek oldugunu, bu da bankanin yuksek duzeyini korumasini gerektirdigini

gOstermistir. bu hizmetlerin kalite boyutlari ve zaman zaman takibi.

Anahtar Kelimeler: islami Banka, kalite, hizmet, elektronik bankacilik hizmetleri,
elektronik bankacilik hizmetlerinin kalitesi, kolay kullanim, zamandan tasarruf, gizlilik,

guvenlik, mugteri memnuniyeti
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