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The impact of the diversity of banking e-

channels systems and customers loyalty
(Case study of private banks in Syria)

Dr. Souha Sankari '

Abstract
This study aimed to identify what the influential factors are
affecting customers’ loyalty for banks and the impact of computer
systems that are serving variety & functions of banking e-channels
services that could be introduced by private banks in Syria.
To explain that it was carried out through the following main
factors: customers’ experience of dealing with different types of e-
channels, Perceived usefulness, Perceived Ease of Use, Trust in
technology, and e-channels security. In order to know and
determine the relationship between these variables and loyalty, the
researcher relied on the descriptive approach, as he used the
questionnaire as a data collection tool, where (154) samples were
obtained, and (149) of them were analyzed by the SPSS(V.20)
statistical program.
The results showed that loyalty is mainly affected by the ease of
using electronic banking channel systems and the security of these
systems, in addition to trust in technology, and the absence of a
statistically significant effect of customer experience and perceived
usefulness. It also showed that the age factor had a statistically
significant effect on loyalty, but no impact for other demographic
factors such as gender, degree, or income were observed.

Keywords: electronic banking services systems; customer
experience; perceived benefit; perceived ease of use; Confidence in
the technology of electronic services; Security of electronic
services, demographic factors (gender, age, educational level,
occupation); customer loyalty
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Extraction Method: Principal Component Analysis.
Rotation Method: Varimax with Kaiser Normalization.
a. Rotation converged in 10 iterations.
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Model Summary

Model R R Square Adjusted R Std. Error of the Estimate
Square
1 .378a 143 119 54728

a. Predictors: (Constant), Ease of use 2, benefit 2, Trust 2, Experince 2

iy zhsalll gl s 4 €Y g5l (R Square) wasall Jalee of daadl

dan G 350 sasulall g %) 8T

ANOVA?®
Model Sum of Squares Df Mean Square F Sig.
Regression 7.175 4 1.794 5.989| .000°
1 Residual 43.130 144 .300
Total 50.305 148
a. Dependent Variable: Loyalty 2
b. Predictors: (Constant), Ease_of use_2, benefit 2, Trust 2, Experince_2
Yo Jlaal SPSS malin aladinly Slasy) daladl) milin juadl)
Coefficients?
Standardized
Unstandardized Coefficients | Coefficients
Model B Std. Error Beta T Sig.
1 (Constant) 3.324 .332 10.020 .000
benefit 2 -.066 .059 -.104 -1.120 .264
Trust_2 257 .076 278 3.367 .001
Experince_2 -114 .073 -.147 -1.547 124
Ease of use 2 145 .058 .205 2.487 .014

a. Dependent Variable: Loyalty 2

g5t zhsall (o T v = Sig Lysinal) dad e oy
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Group Statistics
iadl N Mean Std. Deviation ~ Std. Error Mean
Loyalty 2 N3 81 4.4105 .58937 .06549
Gﬁ 68 4.2390 .56554 .06858

Y+ laal SPSS maliy aladinly lasY) Jilaill gl jaadl)

bgie iy O i ol lla) Bt G S i Bl Jpaadl ek
LYY LY lls) dagie gl £,6) 0 Sl

Levene's Test for

Independent Samples Test

Equality of t-test for Equality of Means
Variances
: 95% Confidence Interval
F Sig. t df Sig. (2- Mean Std. Error of the Difference
tailed)  Difference Difference
Lower Upper
Equal variances
Loy .095 759  1.802 147 .074 17152 .09517 -.01655 .35960
assumed
alty
Equal variances
1.809 144.364 .073 17152 .09483 -.01590 .35895

not assumed

s2s +,Y04 AN pdlsys v, 90 4 Levene cuad ladl ded odlel Jsaall o
ol Gl adeins Wl w05 135 cvye = 00 AN (gsina e ST Al
adai 13 Equal Variance Assumed)) sluie Gl sSAl (peaiaal) ol
Aapds VLAY A T slad) ded of tdsaadl e J5Y) Shaadl 3 sasasall bl
Gl LS giiell awgie gu @Al oy O£V lalaie dpa
Lo ¢, 0900V s 5yl 1 b gybeall Waddl oy 4, VYV 0 s Difference

Mean

s Y A w00 = o dad e S A+, Ve = (Sig (2-tailed Jsaall e
Y Lgnpds Aagill oda ety gl (530 eVl Aglian) AN I3 (3558
einad) ohil pan U8 e A pead) Ol ) Aaladl byl aes call gl

ciplaall Vsl Jalse 3 Bl S G Sl (S Y dgline JISsly

tyanl)l ) (g3a3 oYl Ailian) ATYS D 308 2agn Y 1Y

olia) A aadtiiin Gl ddgee Gl el (e (eadl) Joiual) uatall oS

One Way ANOVA ala¥) colall Jidas Gz dl)
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Descriptives

Loyalty 2
95% Confidence
Std. Interval for Mean
Deviatio  Std. Lower Upper Minimu Maximu
N Mean n Error Bound Bound m m
LuYe JAcw 10 4.325 .60150 .19021  3.8947 4.7553 3.50 5.00
0
BuYo YTl om 82 4.393 55421 06120  4.2715 45151 2.75 5.00
3
e to s Yl gn 47 4303 56370 .08222  4.1377 4.4687 3.00 5.00
2
oo 57 G 9 4138 .66275 .22092 3.6295 4.6483 3.25 5.00
9
35455 1 2500 2.50 2.50
0
Total 149 4.332 58301 .04776 4.2378 4.4266 2.50 5.00
2
Test of Homogeneity of Variances
Levene Statistic dfl df2 Sig.
Based on Mean 192 3 144 .902
Based on Median .082 3 144 .970
Loyalty 2 . .
Based on Medlan and with 082 3 140.419 970
adjusted df
Based on trimmed mean 167 3 144 919
ANOVA
Loyalty 2
Sum of Squares df Mean Square F Sig.
Between Groups 4.039 4 1.010 3.143 .016
Within Groups 46.266 144 321
Total 50.305 148
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i) Ul Ly« penll ) (g3a5 oYl Alian) AVa <13 (358 2n g 4l (gl aaal
clatiull e sl J<ay Gags Jis AL Jal) ol Jall oS ) Lk
Sl Lol jeall i Aaadle oS0 13 Jlee Y1y Jla alle b il dua sl il
VA

alall Aol ) (530 e Vsll dflian) AN 3 (358 aagsi Y LY

O e Gbla¥) ciejs (Ol Gued e (Lpalad) daall) Jiiall aaiall ¢5S5
one way 3 cplal) Julst Loy dumjdll laal 6 aadiuie A (i g

anova
Descriptives
Loyalty 2
95% Confidence Interval for
N Mean S.td'. Std. Mean Minimum Maximum
Deviation Error
Lower Bound Upper Bound
ol )58/ yituala 51 4.3922 54373 .07614 4.2392 4.5451 2.75 5.00
5kl 95 4.2921  .60544 .06212 4.1688 4.4154 2.50 5.00
b gl 220 3 45833  .52042 .30046 3.2905 5.8761 4.00 5.00
Total 149 43322  .58301 .04776 4.2378 4.4266 2.50 5.00

Yo Jlaal SPSS maliy aladinly lasy) Jilaill gl jaadl)
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Test of Homogeneity of Variances

Levene Statistic dfl df2 Sig.
Based on Mean 473 2 146 .624
Based on Median .553 2 146 576
Loyalty 2 Based on Median and with .553 2 144.757 576
adjusted df
Based on trimmed mean 564 2 146 570
ANOVA
Loyalty 2
Sum of Squares df Mean Square F Sig.
Between Groups .525 2 .263 770 465
Within Groups 49.780 146 341
Total 50.305 148

Yo laal SPSS zaliy alasiuly Slasy) Jdaill il jaadll
AN adlsys +, EVY ol Levene ladl dad ol Ll Gildl Jeaall DA (e
O st o) Guilay BB aaell Ay i Gl8 A5 eg v, 0 e ST g 4, TYE
ool Japd o a1y Loy oS Y Leinlie i ) Apalall Aaall e gana
Aol il lliall dygieall ad o Laad ANOVA lial il DA (e
DLEay aaed) Apmjd (ymdy aakiins V1A 4, YYe=F Lag e0 il a8 Gl
OSats Aaalall Al Y (533 oVl Aflan) AN 3 g5 aag Y Al
lly Aig pSNVI AalalY) ae Jalaill 2la)) ae b a8 il oS3 3 LS Gl it
i) A paall O Lelail) Aala culS Ly calaaiua] 5yd ol (e ASA Cailgl)
Vsl o il Ble o Sa 13 aaiaa) whd DS o spdiie A SN,
galed) il al) 281 dally
Aigall ) gt o Ysll Adlian) Ao IS 3958 2 Y 8
ek ¥ 4l U Jsagll 5 ANOVA sl it A (g 48kl Gy Liaf
@y oWl Aflian) ANS iy 3a8 aagi ¥ A il LYy aaell dpad i
Al )
sdaall dau s ) ghat e Yell Asilas) AV Cld 398 aagi Y -0
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i 5 bl s e Ly O eDlaad) 8y davsie of il oy Y
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