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Abstract 

 

This study aimed at identifying the impact of the banking service quality according to its dimensions ( 

tangibility, dependence, response, empathy, and security) on achieving satisfaction  among the customers 

of Jordan Islamic Bank with all its branches in Al-Karak Governorate. The researcher developed a 

questionnaire in order to collect data and analyzed (163) questionnaires by(SPSS) program.  

The study concluded number of results, including that the customers' perceptions towards the dimensions 

of banking service quality (tangibility, dependence, response, empathy , and security)on achieving their 

satisfaction  was high, and that there is differentiation between the dimensions. The results revealed that 

there is a statistically significant impact for the customers' perceptions towards the dimensions of banking 

service quality on achieving their satisfaction regarding the quality of those services. Based on the study 

results, the researcher recommends about developing the skills of the staff and providing them with the 

appropriate training in order to offer the banking services at their best level as well as developing the 

employed technology so as to promote the level of the service received by the customers. 

 

Keywords: Banking service quality, the customers' satisfaction, Tangibility, Dependence, Response. 

 

Introduction: 

The increasing and rapid developments within the banking sector, either at the national or international 

levels, resulted in several challenges, including the phenomenon of globalization, the increased level of 

competition due to the rapid technological development, the increased awareness among customers and 

their ability to distinguish between the quality of banking services that they receive. These factors 

resulted in more focus on the level of service quality by providing the banking services that aim at 

satisfying the customers and gaining their loyalty as well as proving the competitive characteristic that 

surpass the other rivals. In order to achieve this purpose, the Jordanian banks have to improve the quality 

of their services by setting the appropriate plans and programs so as to promote the quality of services in 

order to satisfy the expectations of all the customers. 

The quality of banking services is considered as the vital artery that supplies the increased development 

and growth to banks by attracting more customers and achieving more gains, in addition to the role of 

banking service as a strategic competitive tool that has a prominent role in overcoming the other rivals as 

well as the challenges imposed by the accelerating developments and modern technology. The Jordanian 

banks, including Jordan Islamic Bank, seek to provide all the services to customers; therefore, it expanded 

its activity by increasing the number of its branches in all the governorates, including Al-karak 

governorate. 

Furthermore, the bank always seeks to select the staff carefully, train them and qualify them so as to 

satisfy the customers' needs by providing them with the banking services that are trustful and free from 
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mistakes, in addition to the staff's kindness in dealing with customers and building trust with them. 

Moreover, the quality of banking services plays an important role in connecting the bank's interests with 

the individuals' interests via its contribution in raising the employees' performance, achieving affiliation, 

self-actualization as well as developing their sense of responsibility, increasing their performance 

satisfaction and promoting their ability to achieve customers' satisfaction. Additionally, satisfying the 

customer's needs will make them as a tool for marketing the bank services by conveying a bright image 

about the bank and the services that it provides to individuals which will, in turn, increase the number of 

customers due to the considerable attention paid to the provided banking service quality. Therefore, this 

study focused on measuring the extent of customers' satisfaction regarding  the banking service quality 

offered by Jordan Islamic Bank with all its branches in Al-Karak Governorate. 

 

The Study Problem: 

The banking sector in Jordan is one of the sectors that are mostly affected by competitive methods which 

will be reflected negatively on the service quality offered to customers and results in difficulties in 

achieving the lowest levels of satisfaction for customers; therefore, banks will be unable to satisfy 

customers and achieve their needs. 

Despite the increasing efforts done by Jordan Islamic Bank in order to cope with all the developments in 

the banking services, there are certain difficulties that it faces in differentiating its service from other 

banks, in addition to the lack of awareness about the importance of the service quality offered to 

customers with the aim of achieving their satisfaction, and maintaining it since it is considered as a key 

criterion for the success and persistence of the bank. 

Therefore, the study problem lies in two questions: 

1. What are the customers' perceptions towards the quality  of banking services with their dimensions 

(tangibility, dependence, response, empathy , and security) that are provided by Jordan Islamic Bank 

in Al-Karak Governorate? 

2.  What are the customers' perceptions about achieving their satisfaction with regard to the quality  of 

banking services that are provided by Jordan Islamic Bank in Al-Karak Governorate? 

 

The Study Importance: 

The importance of this study lies in identifying the quality  of banking services that are provided by 

Jordan Islamic Bank which contribute to achieve customers' satisfaction, meet their needs and attract 

more customers to the bank via the recognition to the impact of the quality  of banking services according 

to the dimensions of ( tangibility, dependence, response, empathy , and security) on achieving the 

customers satisfaction and acquiring them as permanent customers. The importance of the banking 

service quality is also manifested by achieving the banks' general goals related to persistence and 

development which come through paying more and more attention to the customers' needs and desires via 

developing the methods of providing services , the raid response to the customers' needs, building 

relationships of trust with them, as well as increasing the feelings of importance and tranquility that the 

provided services are free from risks which , in turn, will be reflected positively on the competitive status 

of the bank and increase its marketing share; consequently, achieving more gains, and that is the objective 

of any banking institution. 

 This study is a part in the continuum of the scientific outcomes related to other studies in the same field 

with all its dimensions, so as to give sufficient data about this topic. Furthermore, this study offers a 

simple scientific contribution by focusing the banks' attention to the role played by the banking service 

quality in achieving the customers satisfaction. 
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The Study Objectives: 

This study aims at identifying the impact of the banking service quality on achieving satisfaction  among 

the customers of Jordan Islamic Bank with all its branches in Al-Karak Governorate as well as identifying 

the methods through which the bank can improve the performance of its banking services in a way that is 

reflected positively on the customers' satisfaction and keeps them as permanent customers in the bank. 

The study objectives are represented by the following:  

1. Identifying the ability of Jordan Islamic Bank on achieving satisfaction  among its customers by 

providing high-quality banking services. 

2. Revealing the value that the bank will achieve by measuring the quality of its services, and developing 

them which will, in turn, increase the marketing share and maximize profits. 

 

The Study Hypotheses: 

The main hypotheses: there is no statistically significant impact at the level ( α≤0.05) regarding the 

quality  of banking service with its dimensions ( tangibility, dependence, response, empathy , and 

security) on achieving satisfaction  among the customers of Jordan Islamic Bank with all its branches in 

Al-Karak Governorate. 

 

The Sub-Hypotheses: 

1. There is no statistically significant impact at the level ( α≤0.05) regarding the dimension of  

(tangibility) as one of the dimensions of banking service quality on achieving satisfaction  among the 

customers of Jordan Islamic Bank with all its branches in Al-Karak Governorate. 

2. There is no statistically significant impact at the level ( α≤0.05) regarding the dimension of  ( 

dependence) as one of the dimensions of banking service quality on achieving satisfaction  among the 

customers of Jordan Islamic Bank with all its branches in Al-Karak Governorate. 

3. There is no statistically significant impact at the level ( α≤0.05) regarding the dimension of  ( 

response) as one of the dimensions of banking service quality on achieving satisfaction  among the 

customers of Jordan Islamic Bank with all its branches in Al-Karak Governorate. 

4. There is no statistically significant impact at the level ( α≤0.05) regarding the dimension of  ( 

empathy) as one of the dimensions of banking service quality on achieving satisfaction  among the 

customers of Jordan Islamic Bank with all its branches in Al-Karak Governorate. 

5. There is no statistically significant impact at the level ( α≤0.05) regarding the dimension of  ( security) 

as one of the dimensions of banking service quality on achieving satisfaction  among the customers of 

Jordan Islamic Bank with all its branches in Al-Karak Governorate. 

 

Theoretical Framework: 

The concept of banking service quality: 

They are the activities , benefits or desires that are offered by one side ( the seller) to the other side ( the 

buyer), which are intangible in nature , selling them doesn't entail transferring the possession of a certain 

thing and producing them may or may not be related to a tangible product ( Kotler and Armstrong, 2012). 

 

The dimensions of banking service quality: 

The previous criteria were incorporated in 5 criteria for assessing the banking service quality, these are: ( 

Al-Jibouri, 2013) 

1. Dependence: It represents the Bank's ability, from the perspective of customers to provide service at 

the appropriate time as the customers hope and with an accuracy that satisfies their ambition , and it 

also reflects the degree at which the bank is compliant with its obligations towards those customers. 
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2. Response: it indicates the speed of response offered by service providers to the demands and needs of 

customers. (Durdana، & Ines, 2015) 

3. Empathy: it means courtesy, compassion, cooperation and good treatment with customers as well as 

appreciating their own circumstances and respecting their  customs and traditions. (Juba, 2007) 

4. Security: It is secure feeling that  customers hold , entailing that the service is provided to customers 

without mistakes, risk or doubt, including psychological and physical  security; it is degree to which 

the customer uses the new technologies inherent in the provided services.( Akhtar et al, 2012) 

5. Tangibility: the quality of service is often assessed by the customer based on the surrounding physical 

appearance of the service, such as the equipment, devices, personnel as well as the  means of 

communication offered by the service provider. (Shanka, 2012) 

 

The concept of customers' satisfaction: 

Customers' satisfaction is the degree at which the customer is satisfied in the way that his needs are 

achieved, it is related to a number of activities that aim at enhancing the level of  customers' satisfaction 

(Black, 2016). In other words, it is the process through which the needs and expectations of the customers 

are met via providing high-quality services that lead to the customers' satisfaction. (Moustafa and 

Zakariya,2012) 

 

The relationship between banking service quality and customers' satisfaction: 

Satisfaction refers to a function that consists of a set of expectations . perceived quality is not always a 

justification for the case of satisfaction, where we may find that there are many cases of satisfaction 

despite the low quality, and sometimes the high quality doesn't entail the satisfaction of the customer. 

Even though this relationship is controversial, it is agreed that  high quality is an essential part in 

satisfaction. ( Suleiman, 2013) 

 

The Previous Studies: 

(Mohammad, 2017) "The quality of banking services and their impact on customers' satisfaction : 

A case study at Dubai Islamic Bank / UAE - Al Ain". 

This study aimed at identifying the quality of banking services and its impact on customers' satisfaction in 

Dubai Islamic Bank , Al Ain branch . The study used the descriptive analytical approach . The researcher 

developed  a questionnaire in order to collect data and distributed it to the individuals of the study sample 

which consisted of 102 customers of Dubai Islamic Bank. The researcher applied the statistical analytical 

method using SPSS. The results showed that the majority of the respondents are satisfied with the quality 

of banking services with a high degree. The results also showed that there is statistically significant 

relationship for all the study independent variables ( tangibility, reliability, response, insurance, and 

empathy) with regard to customers' satisfaction. The study recommended about the necessity of paying 

more attention to the dimensions of the quality of banking services by employing information technology 

and communication within the bank activities , in addition to the necessity of supporting the practice of 

Islamic values among the staff inside the bank. 

 

(Al-Malik and Ali, 2016) "The quality of banking services and its impact on customers' satisfaction: 

a field study on Export Bank"  
This study aimed at identifying the impact of modern banking services quality on customers' satisfaction 

within the banking sector by conducting a trial on Export Development Bank. The study used the 

descriptive analytical approach. The researchers developed  a questionnaire in order to collect data and 

distributed it to a sample that was chosen intentionally with a total of (100) respondents. The method of 
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statistical analysis was applied using ( SPSS).  The study concluded a number of results, including that 

the rapid response is the most attractive element in attracting customers to the bank. The results also 

revealed that there is a medium positive correlation between the dimensions of customers' satisfaction and 

dependence, as well as a non-significant positive correlation between customers' satisfaction and 

tangibility. The results recommended about the necessity of paying more attention to the customer in 

terms of recognizing his demands, respecting his desires based on mutual trust as well as employing the 

modern techniques  for banking systems and giving the employees the appropriate training about using 

them. 

 

(Al-Riadhi, 2016) "The impact of the quality of banking services dimensions on customers' 

satisfaction in the Arab Bank : a field study in Zarqa" 

This study aimed at identifying the aimed at identifying the impact of banking services quality 

dimensions ( tangibility, dependence, security, response, and empathy) on customers' satisfaction in the 

Arab Bank, by addressing the dimensions of banking services quality on the study subject matter. 

The study targeted the customers utilizing the services of the Arab Bank in Zarqa and the questionnaire 

was used as a tool in order to collect data. The study sample consisted of ( 418) customers of the Arab 

Bank. The method of statistical analysis was applied using ( SPSS). The results showed that there is a 

general satisfaction among customers with regard to the quality of service offered by the bank. Security 

gained the best value in terms of customers satisfaction due to the policies used by the bank which give 

customers that sense of security. Furthermore, customers' satisfaction is apparent through empathy as one 

of the banking services quality dimensions. The results also showed that there is a significant impact for 

the quality of banking service offered on customers' satisfaction. The results revealed that variable  of 

response is the most influential in achieving satisfaction, while, the results showed that the variable of 

tangibility is the least influential in achieving customer satisfaction. The study recommended about the 

necessity of manifesting higher levels of tangibility towards customers so as to be reflected on their 

satisfaction. Moreover, the staff should be given the necessary training with regard to the mechanism of  

delivering services honestly and in a professional way. 

 

The Methodology and Design: 

 

The study type and methodology: 

The study used the descriptive analytical field approach in order to identify the impact of the banking 

service quality on achieving satisfaction  among the customers of Jordan Islamic Bank with all its 

branches in Al-Karak Governorate. 

 

The Study Population: 

The study population consisted of Jordan Islamic Bank customers with all its five branches in Al-Karak 

Governorate (Al-Karak District branch, Al-Thaniya branch, Mu'tah branch, Al-Qaser branch, and Al-

Husseiniya branch) according to different demographic characteristics of customers. 

 

The Study Sample: 

The study sample was chosen randomly from Jordan Islamic Bank customers who are qualified to 

respond to the questionnaire items, with a total of 180 customers. 172 questionnaires were returned with a 

percentage of ( 95.5% ); 8 questionnaires were invalid for analysis and so there were 163 questionnaires 

which are valid for analysis, with a percentage of ( 94.7%) of the returned questionnaires and ( 90%) of 

the total sample. 



British Journal of Economics, Finance and Management Sciences 57 

May 2018, Vol. 15 (2) 

 

 

© 2018 British Journals ISSN 2048-125X 

 

 

The Study Instrument: 

The researcher designed a questionnaire consisting of two parts: 

The first part : the demographic Information. 

The second part: consists of 2 domains , as follows: 

The first domain: the independent variable and includes the quality of banking services in their 

dimensions (tangibility, dependence, response, empathy , and security). 

The second domain: the dependent variable and includes customers' satisfaction. 

 

The Study Instrument's Reliability: 

In order to verify whether the instrument of the study measures the variables that it is supposed to 

measure, the researcher tested the internal consistency of the scale items using (Cronbach's Alpha) in 

order to demonstrates the item's consistency and identify its validity and reliability. The results showed 

that the coefficient reliability of the independent variable with its dimensions and the dependent variable 

with its dimensions were high, and with an acceptable percentage for the purposes of continuing the 

procedures of statistical analysis for the study data. 

 

The Employed Statistics: 

The hypotheses of the study were tested and the results were found out from the collected data using the 

statistical methods(SPSS) through which the researcher used the simple (linear regression)  in order to test 

the impact of the independent variable on the dependent variable.  

 

The Main Hypothesis: 

there is no statistically significant impact at the level ( α≤0.05) regarding the quality  of banking service 

with its dimensions ( tangibility, dependence, response, empathy , and security) on achieving satisfaction 

among the customers of Jordan Islamic Bank with all its branches in Al-Karak Governorate.  

In order to test the main hypothesis , the researcher performed the multiple- regression analysis. Table (1) 

shows the results: 
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Table ( 1 ) 

The results of the multiple- regression analysis for the impact of customers' perceptions dimensions( 

tangibility, dependence, response, empathy , and security) offered by Jordan Islamic Bank 

Item number customers' 

perceptions 

dimensions 

B Standard 

error 

T value Significance 

of T value 

1 Tangibility 0.253 0.044 *5.71 0.00 

2 Dependence 0.131 0.039 *3.35 0.00 

3 Response 0.129 0.043 *3.03 0.00 

4 Empathy 0.425 0.045 *9.54 0.00 

5 Security  0.192 0.061 *3.12 0.00 

*statistically significant at ( α≤0.05). 

Based on the results of table (1) and according to the value of t-test that customers' perceptions 

dimensions( tangibility, dependence, response, empathy , and security) are statistically significant at ( 

α≤0.05) as well as at the degrees of freedom similar to that on customers' satisfaction. Based on the 

results of the previous table, we reject the null hypothesis, stating :" there is no statistically significant 

impact at the level ( α≤0.05) regarding the quality  of banking service with its dimensions ( tangibility, 

dependence, response, empathy , and security) on achieving satisfaction among the customers of Jordan 

Islamic Bank with all its branches in Al-Karak Governorate. Instead , we accept the alternative 

hypothesis, stating:" there is a statistically significant impact at the level ( α≤0.05) regarding the quality  

of banking service with its dimensions ( tangibility, dependence, response, empathy , and security) on 

achieving satisfaction among the customers of Jordan Islamic Bank with all its branches in Al-Karak 

Governorate. 
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The First Sub-Hypothesis:  

There is no statistically significant impact at the level ( α≤0.05) regarding the dimension of  (tangibility) 

as one of the dimensions of banking service quality on achieving satisfaction  among the customers of 

Jordan Islamic Bank with all its branches in Al-Karak Governorate. 

In order to test the first sub-hypothesis , the researcher performed the simple linear regression analysis. 

Table (2) shows the results. 

Table (2) 

A model for simple linear regression analysis to test the first sub-hypothesis 

Model  Total 

squares 

Degree of 

freedom 

Mean 

squares 

F  

value 

Significance 

of ( F) value 

Regression 254.00 7 36.287 *90.72 0.000 

Differences 190.77 477 0.400 - - 

Total 444.78 484 - - - 

Determination C

oefficient ( R
2
 

) 

0.756  

Determination C

oefficient ( R
2
 

) 

0.701 

               *statistically significant at ( α≤0.05). 
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The results of regression analysis show a test model for the first sub-hypothesis, where ( F ) calculated 

value was ( 90.72) at the freedom degrees ( 477) and (7) , which is considered as statistically significant at 

( α≤0.05). the table also shows that the dimension of tangibility accounts for ( 75.6%) of variance 

regarding the dimension of customers' satisfaction . This result confirms the impact of tangibility as one 

of the dimensions of banking service quality on achieving satisfaction among the customers of Jordan 

Islamic Bank. Based on the results of the previous table, we reject the null hypothesis, stating that: " there 

is no statistically significant impact at the level ( α≤0.05) regarding the dimension of  (tangibility) as one 

of the dimensions of banking service quality on achieving satisfaction among the customers of Jordan 

Islamic Bank with all its branches in Al-Karak Governorate". Therefore , we accept the alternative 

hypothesis, stating:" there is a statistically significant impact at the level ( α≤0.05) regarding the 

dimension of  (tangibility) as one of the dimensions of banking service quality  on achieving satisfaction 

among the customers of Jordan Islamic Bank with all its branches in Al-Karak Governorate." 

 

 The Second Sub-Hypothesis:  

There is no statistically significant impact at the level ( α≤0.05) regarding the dimension of  (dependence) 

as one of the dimensions of banking service quality on achieving satisfaction  among the customers of 

Jordan Islamic Bank with all its branches in Al-Karak Governorate. 

In order to test the second sub-hypothesis , the researcher performed the simple linear regression analysis. 

Table (3) shows the results.  
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Table (3) 

A model for simple linear regression analysis to test the second sub-hypothesis 

Model  Total 

squares 

Degree of 

freedom 

Mean 

squares 

F value Significance 

of ( F) value 

Regression 38<8<2 ; 
35.54 

8=822*  0.000 

Differences 2828;2 8;; 
0.721 

- - 

Total 9=389; 8<8 - - - 

Determination Coeffi

cient ( R
2
 ) 

08:8<  

Determination Coeffi

cient ( R
2
 ) 

08:0= 

   *statistically significant at ( α≤0.05). 

 

The results of regression analysis show a test model for the second sub-hypothesis, where ( F ) calculated 

value was ( 49.33) at the freedom degrees ( 477) and (7) , which is considered as statistically significant at 

( α≤0.05). The table also shows that the dimension of dependence accounts for ( 64.8%) of variance 

regarding the dimension of customers' satisfaction . This result confirms the impact of dependence as one 

of the dimensions of banking service quality provided by Jordan Islamic Bank. Based on the results of the 

previous table, we reject the null hypothesis, stating that: " there is no statistically significant impact at 

the level ( α≤0.05) regarding the dimension of  (dependence) as one of the dimensions of banking service 

quality  on achieving satisfaction among the customers of Jordan Islamic Bank with all its branches in Al-

Karak Governorate". Therefore , we accept the alternative hypothesis, stating:" there is a statistically 

significant impact at the level ( α≤0.05) regarding the dimension of  (dependence) as one of the 
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dimensions of banking service quality  on achieving satisfaction among the customers of Jordan Islamic 

Bank with all its branches in Al-Karak Governorate." 

 

The Third Sub-Hypothesis:  

There is no statistically significant impact at the level ( α≤0.05) regarding the dimension of  (response) as 

one of the dimensions of banking service quality on achieving satisfaction  among the customers of 

Jordan Islamic Bank with all its branches in Al-Karak Governorate. 

In order to test the third sub-hypothesis , the researcher performed the simple linear regression analysis. 

Table (4) shows the results. 

Table (4) 

    A model for simple linear regression analysis to test the third sub-hypothesis 

Model  Total 

squares 

Degree of 

freedom 

Mean 

squares 

F 

value 

Significance 

of ( F) value 

Regression 82980: ; 
62.15 

<883*  0.000 

Differences 29.8<8 8;; 
0.738 

- - 

Total ;<:8=0 8<8 - - - 

Determination Coeffi

cient ( R
2
 ) 

08;88  

Determination Coeffi

cient ( R
2
 ) 

08;02 

*statistically significant at ( α≤0.05). 

 

The results of regression analysis show a test model for the third sub-hypothesis, where ( f ) calculated 

value was ( 84.2) at the freedom degrees ( 477) and (7) , which is considered as statistically significant at 
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( α≤0.05). The table also shows that the dimension of response accounts for ( 74.4%) of variance 

regarding the dimension of customers' satisfaction . This result confirms the impact of response as one of 

the dimensions of banking service quality provided by Jordan Islamic Bank. Based on the results of the 

previous table, we reject the null hypothesis, stating that: " there is no statistically significant impact at 

the level ( α≤0.05) regarding the dimension of  (response) as one of the dimensions of banking service 

quality  on achieving satisfaction among the customers of Jordan Islamic Bank with all its branches in Al-

Karak Governorate". Hence , we accept the alternative hypothesis, stating:" there is a statistically 

significant impact at the level ( α≤0.05) regarding the dimension of  (response) as one of the dimensions 

of banking service quality  on achieving satisfaction among the customers of Jordan Islamic Bank with all 

its branches in Al-Karak Governorate." 

 

The Fourth Sub-Hypothesis:  

There is no statistically significant impact at the level ( α≤0.05) regarding the dimension of  (empathy) as 

one of the dimensions of banking service quality on achieving satisfaction  among the customers of 

Jordan Islamic Bank with all its branches in Al-Karak Governorate. 

In order to test the fourth sub-hypothesis , the researcher performed the simple linear regression analysis. 

Table (5) shows the results. 
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Table (5) 

A model for simple linear regression analysis to test the fourth sub-hypothesis 

Model  Total 

squares 

Degree of 

freedom 

Mean 

squares 

F value Significance 

of ( F) value 

Regression ;.8;2 ; 
.0.15 

.;83<*  0.000 

Differences 3<38;9 8;; 
0.738 

- - 

Total 29888= 8<8 - - - 

Determination Coeffi

cient ( R
2
 ) 

08890  

Determination Coeffi

cient ( R
2
 ) 

0882; 

*statistically significant at ( α≤0.05). 

The results of regression analysis show a test model for the fourth sub-hypothesis, where ( f ) calculated 

value was ( 17.28) at the freedom degrees ( 477) and (7) , which is considered as statistically significant at 

( α≤0.05). The table also shows that the dimension of response accounts for ( 45%) of variance regarding 

the dimension of customers' satisfaction . This result confirms the impact of empathy as one of the 

dimensions of banking service quality provided by Jordan Islamic Bank. Based on the results of the 

previous table, we reject the null hypothesis, stating that: " there is no statistically significant impact at 

the level ( α≤0.05) regarding the dimension of  (empathy) as one of the dimensions of banking service 

quality  on achieving satisfaction among the customers of Jordan Islamic Bank with all its branches in Al-

Karak Governorate". Hence , we accept the alternative hypothesis, stating:" there is a statistically 

significant impact at the level ( α≤0.05) regarding the dimension of  (empathy) as one of the dimensions 

ofbanking servicequality  on achieving satisfaction among the customers of Jordan Islamic Bank with all 

its branches in Al-Karak Governorate." 



British Journal of Economics, Finance and Management Sciences 65 

May 2018, Vol. 15 (2) 

 

 

© 2018 British Journals ISSN 2048-125X 

 

 

The Fifth Sub-Hypothesis:  

There is no statistically significant impact at the level ( α≤0.05) regarding the dimension of  (security) as 

one of the dimensions of banking service quality on achieving satisfaction  among the customers of 

Jordan Islamic Bank with all its branches in Al-Karak Governorate. 

In order to test the fifth sub-hypothesis , the researcher performed the simple linear regression analysis. 

Table (6) shows the results. 

                                                  Table (6) 

A model for simple linear regression analysis to test the fifth sub-hypothesis 

Model  Total 

squares 

Degree of 

freedom 

Mean 

squares 

F value Significance 

of ( F) value 

Regression .2;8<; ; 
.=.69 

3:80;*  0.000 

Differences 2:0823 8;; 
0.755 

- - 

Total 8=<8.= 8<8 - - - 

Determination Coeffi

cient ( R
2
 ) 

0893:  

Determination Coeffi

cient ( R
2
 ) 

088=9 

*statistically significant at ( α≤0.05). 

 

The results of regression analysis show a test model for the fifth sub-hypothesis, where ( f ) calculated 

value was ( 26.07) at the freedom degrees ( 477) and (7) , which is considered as statistically significant at 

( α≤0.05). The table also shows that the dimension of security accounts for ( 52.6 %) of variance 

regarding the dimension of customers' satisfaction . This result confirms the impact of empathy as one of 

the dimensions of banking service quality provided by Jordan Islamic Bank. In the light of the results of 
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the previous table, we reject the null hypothesis, stating that: " there is no statistically significant impact 

at the level ( α≤0.05) regarding the dimension of  (security) as one of the dimensions of banking service 

quality  on achieving satisfaction among the customers of Jordan Islamic Bank with all its branches in Al-

Karak Governorate". Hence, we accept the alternative hypothesis, stating:" there is a statistically 

significant impact at the level ( α≤0.05) regarding the dimension of  (security) as one of the dimensions of 

banking service quality  on achieving satisfaction among the customers of Jordan Islamic Bank with all 

its branches in Al-Karak Governorate." 

 

Results Discussion: 

The study results showed that there is a positive impact for the customers' perceptions on achieving their 

satisfaction regarding the banking service quality  offered by Jordan Islamic Bank in Al-Karak 

Governorate, where the detailed study results included: 

1. The study results showed that the banking service quality with its dimensions ( tangibility, 

dependence, response, empathy , and security) with regard to achieving satisfaction among the 

customers of Jordan Islamic Bank was of a high degree, and with differentiation between the 

dimensions. 

2. The study results showed that the customers' perceptions related to satisfaction regarding the banking 

service quality were high, and with variation between dimensions. 

3. The study results showed that there is a statistically significant important impact regarding the quality  

of banking service with its dimensions ( tangibility, dependence, response, empathy , and security) on 

achieving satisfaction among the customers of Jordan Islamic Bank in Al-Karak Governorate. 

 

Recommendations: 

Based on the study results and the statistical analysis of the data, the researcher cited the following 

recommendations: 

1. Showing more tangibility with customers in terms of the provided services, so that they would feel of 

more tangibility which, in turn, increases their satisfaction. 

2. Developing the staff skills and giving them more training about providing the banking service in the 

best possible case. 

3. Finding an appropriate mechanism to respond to the questions of the customers in a timely manner, 

without delay. 

4. Developing the technology employed which will, in turn, be positively reflected on the level of 

service provided to customers. 

5. Making the development and quality of the banking service provided to customers as a priority in the 

bank. 
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