Lolady EYRYEN C)}’L..U :\7}:.5&5\ w.\.ﬁj‘ dasl> oo

s 3 Al Sl S e bl Sl (s 25 5 SV 8 adl Slatsdl sl Slsdes 1 Uil gl
Sl ey domea” (omn [ conls 5 pamn ded (e U (6 sl (e g 1IN e
https://political-encyclopedia.org/library/1783 :cqt Ly,

2025/05/05 09:05 +03 315 zw1 gy

o C“‘JT QL&M el (\m\) JW)S\ J‘ uwaj\j J.'b-U\ R cc,)J PRI ,; EWENLY @;u & & ol a;jwrj\
e UM,J\ = ¢Encyclopedla Political - & ‘w,wyjs J? uu,lMJ\ & e
info@political-encyclopedia.org

Pl V) o1y by 5 Je laiilse a Encyclopedia Political - 3 ol i g gl 20 LY RPN
https://political-encyclopedia.org/terms-of-use sl e 2o

MQ@OJJJJ‘UJWY‘)MJ‘}‘}“u}?r-vub')—\.ﬂ.é.“wv\.l“WL’"M@ywdw' \M&JM\
Lo Ul (s A oY) ¢ Lol dax ez y 1 Sl a8 Gaim by 5 b sts & ) 5 5o sl



https://journals.qou.edu/index.php/eqtsadia/index
https://journals.qou.edu/index.php/eqtsadia/index
https://political-encyclopedia.org/library/1783
mailto:info@political-encyclopedia.org
https://political-encyclopedia.org/terms-of-use
http://www.tcpdf.org

Journal of Al-Quds Open University for Administrative & Economic Research Aluaid¥lg duyls¥l digoel) dgiill Guadll dzols dlos

Vol. (6) - No. (16) - Desember 2021 £2021 Jg¥1 ooits - (16) sazdt - (6) st

sead! il g ASIY | i il Cilockiud fdiias! G ke
rfadd b dlelal! yidf (B bgie pdlat
Determinants of Using Electronic Banking Services

Among Reluctant Customers in Banks Operating in
Palestine

Ahd Majdi Hinnawi | FEQTRC TIPS
Researcher /An-najah National University/ palestine ® 0 .
ahdhinawi96@gmail.com — ikl CM‘ dada [ 2

Leen Nafez Anini (Pl J30 od
Researcher/ An-najah National University/ palestine . *
Cpbadd fauih ) Cl;_.‘d\ daals [ AL

leenanini@gmail.com

Nusaibah Mahmoud Tomeh daaby 3game At)
Researcher/ An-najah National University/ palestine o

Gl fhil ) oLl Al / 2al,

nusaibah.mahmoud@gmail.com

Majdi Mohammad Rasheed Hinnawi $ 3|j; “.\_g () eama” (Gdne
Associate Prof./Al-Quds Open University/ palestine - = )

mhinnawi@qou.edu

Received: 3/ 7/ 2021, Accepted: 6/ 9/ 2021. 22021 /9 /6 :J s Fa s (22021 /7 /3 1pdiud) gy s
DOI: 10.33977/1760-006-016-006 E-ISSN: 2410-3349
https: //journals.qou.edu/index.php/eqgtsadia P-ISSN: 2313-7592

89



22021 Jg¥1 0oits = (16) sadf = (6) sldt = dusluazd¥ly duyls¥! Gigomel) dmgidll puadll dzols dloe

services. Moreover, the results showed that there was
a statistically significant effect of the determinants of
security and privacy and level of confidence on the
use of electronic banking services among reluctant
customers. Nevertheless, there was no statistically
significant effect of the determinants technical skill and
technological knowledge, service design, and difficulty
of use and availability of information on the use of
these services. Furthermore, there were statistically
significant differences between the customers due
to the age variable in reference to technical skill
and technological knowledge and availability of
information in favor of the older age group. There
were also statistically significant differences attributed
to the educational qualification variable in regards
to technical skill and technological knowledge and
service design and difficulty of use in favor of the lower
educational qualification group. Moreover, there
were statistically significant differences attributed to
the income level variable in reference to security and
privacy and confidence level in favor of the lowest
income group.

Keywords: Electronic banking services, using,
determinants.
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Abstract

This study aimed to detect the extent of knowledge
and use of electronic banking services used by bank
customers operating in Palestine. Furthermore, it
aimed to identify the determinants among clients who
were reluctant to use electronic banking services
and the role of several variables. The study adopted
the descriptive-analytical approach and used an
electronic questionnaire for data collection. The
snowball sample consisted of 159 bank customers in
Palestine.

The study results concluded that the total degree
of knowledge and use of electronic banking services
among Palestinian bank customers is low, and there
was a direct statistically significant correlation
between the degree of knowledge and use of those
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g b oloa il
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Pearson) ) gu i 4858ums aluainly LLS,YI Jolasy &yt
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Uas yio 65.4 2.62 159 7.5 12 54.7 87 29.6 47 8.2 13 HLaasy e lslay
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Lasai, 59.5 2.38 Oabaaals (3 TLLadl il s Mae s L3 5 3N L yamall s loaldl T3 paa) LI 3yl
olanld (& Llaladl dginlh edas ool dig iSIYI A pandl clasdll alsiiul
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Ladsi, 50.5 2.02 159 1.3 2 30.2 48 37.7 60 30.8 49 Sl e uyl
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LY yanlly 155 3KV £t pumall slouall dlls plutal (e
Al yall sda (3 LAY Ll gli3 sl wloasay
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&G—j—' (175) (o J:ei ‘f\.u.la busiag dua Lasiie daju
slossll alusiul Ge Gadlall Jias (Gl Lulyall Lo 3l Ligall
Jsaally dass (60) Lalyal sae a1y a3y s g5V Lib yandll
LS paite cn Lpailas fan SY1(5)

:(5) Jssdl

pladind ce g8 jlall Cphatd B Alaladl gl p3lee) Ao Al Al Al e aa )6l
Al ol )yt qann (A g SN A paal) cilardl)

% apsal SlySal ETRNA aiiall
61.7 37 L 30 e sl
21.7 13 Lwd5 o Js1 =30 e anll
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Jajall
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Laisaall sloaall alasiul e Gas3lall abuls 3 Llall
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San3¥I Jalas alastinly Lad a0l sda pand 3 eaddl Jads
ULl g Ll oo oSTll a3 g, ¥ Bl ull olad 535 saaiall
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Skew-) +ls1¥l Jolas Cludaly aphall poysall Lo 3Ny
Lagd il 1 calall a5 930 33 UL o) Blel 0 (neSS
1 SY1(6) Jsandl sas LS (1) e Ja5 2153091 Jolas

o Ll Bl L5 o et sda Gialdl syas (%
Aydjams L <) LouaS Ladh Gyl plaaiu¥ly Lojaall Lasla
Looall sig) Cpbuls 5 Allall dyinll edac Byne Jan Las
Lijpadl cloall 30 Lot Lasiie dajs Lbjuadl
Log Y T pamall elossll il cola a2yl
“loa Labans” Taju (GhUI didl) Leoal Lpnall Saa o
Blaa M agmill sda Gsialyll g3 (%0 43.1) 200 Lty
psiaall alpa aliaal Leilly Aouall sigy dalall Lmull sia
poeadly Skl

15 5,3 28 pmall s lonall alasiul La o o a3, LS
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Lipaall wlonall ol cola Lainy a5Vl 140 andll
Low (BbLIN didl) deaad alasiw¥l cnaa (o L <yl
sia stalll gians (% 36.8) Tsia iy “lua Ladais”
LI LIy Zeaall sia Lajae 3 5 Ganll ) eyl
iy Jgandl Ly LS Galaats 5 Aol o gl ¢ Mlae

oloaal L yaad LI Loyl G 28331 ,Laal Jal Ge
Ophals 3 Aloladl dsiydl edlae gal L3I Ayd puadll
Ot Bghms alastul o3 Lg) agolusiny LI La,ull;
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Laa® Gan S (4) dsaall 3 sl
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3__).'\3‘,35le 3.35).:451‘ olagaldl &)A.A
(aloadd Q.i dlaladl dginll £Mas s
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oliy (faase) Lok LMe wsay (4) douall o il
LS a3l aay 1(@S .01) UV (g stue sie dyilan] LYy
el o Mae gul L3IV Lubnall Slonall 38, ol
48 pamie oeSally g agolaniul ol cplawls 3 ZLalall
Toaall L83 51 (2014) galill s plas Llyo 55 o sl
G B paaall Jaadly e ll 30yl 45 5,aIY) 4o unall
Al Getalidl g 13! abosall dlls Lo o Manll JUS| oo ays
et fpbals (3 dlalall dpidl ssga SIS (g 90l Ge
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JPYSTPVR F O Beta Uas seidall) olasaall
UYall Lgwnall solerall (Jaieaall
000 7244- 676 046 331-  dyesgeadlly oLYI
006  2.856- .273-  .043  .122- Ll (g gie
133 1.527 .085 .015 .024 Slolaall 5063

(O .05) Yl (5 sinsa e Lilmal o *

a3l Blall (8) Ysaall 3 50,160 SLLall UMa o ey
sanal (@S .05) YAl (g sius die Lislaan] UV 53 L3l ua s
alanial e (38 (5 slus) sane elli€y (Lam gnally oLaY)
& e caayladl edlaall gul L <IN Ld piaall oloaall
LagalSI o gaumall LYl (5 g S (Gpabacals 3 Llalall o gl
(05) ¢o sial

Sl ¥l Lol LGS Wiy (8) Ysaall wly YA o
T3 gall L0 <IN b jamall slosall alasiul &aju Glaal
:L}_:‘:}?\S gaj

Y = BO + B1*X1 + B2*X2 + B3*X3 + B4*X4 + B5*X5

HGITEN

Lijeadl closall aliaiul a,0) ol pusdl Y
(&oastyl
Slasay =5 BO
planiul olosse) ditwall ol patall 2X1,X2,X3,X4,X5
Uslas e Joans Lolaall 3 Jgaall oo aadll (agsatyy
Y lass Yl
Y =3.237 - 0.021*X1 - 0.006*X2 - 0.331*X3 -
0.122*X4 + 0.024*X5
= (a3 all) & g 3SIVT L pmall lonall alusiud La o
(a5 L5 paall g 2amull 3,Lgall sase x 021 - 3.237)
+ (Zj:dl (S 5wus Jdaa X 122) - (z_..\.aa\,..ai.”" UL‘Y' Jdaa X
(olaslaall 53153 sans x .024)
Oassladl el sul Lgaloaiul da 0y L0 5,3KIW Lus junnll
Lsban] d¥0 ol el o) fabals 5 Aolall Wil (3 Lie
Pear-) & gu s L ghins alusinl o3 (@< .01) UVl (g 4ue a3
Lt Ga SYI(9) Jsaalls (son Correlation Matrix
1(9) Jsaal

:(6) Jsaa
dplal) il giall g (@laasall) Al Al ) glaa cilibnd ¢ g3 Jalaa LAY qild
L A bl ) i) g (s giall Gl g

Jalas Gl Ll bawgiall

oyl N Oldaaall
gyl gylunall Lygaall  yluall
Lagill g |
233 89 faug. 598 299 ¢ ’_Lf’“"
Tim 15331 L yaall
187 87 ihes. 646 323 leess
?I\_\‘L‘LAYI Lgray
630 54 L, 746 373 fegaally oL
326 60 s, 756 378 L gyt
179 .96 Lawsie 646 3.23 el glaall 5303
LI |
218 52 s 678 339 0l
Sloaaall

S5V Jolas ol (6) Jsaadl b eSlasdl S oo iy
o J3T oa Led I B 5l iS5 (wlaanall) slaall pyan]
aale flyy (prnlall adsill w3 s ULadl o oS laag (1)
Slans¥I JalaS alantioly 1o sl Las a0l sl et
sl 503 LY ()5 (8)s (7) Ushaadly caniall
(7) dssdl

G B Y Salaa g A yal) TAgad el Jalra Glual aaeial) jlaady) Julas milis
) & AlEical) cl yuriall g &Ll pial)

el Jalaa
. Jalas gy Ly, Yl Jalra
golprall laadl sl le—u &) R
R* (sLa,y
.093 .88 .89 .94

Ot L, Jolas o Balaadl (7) Jaadl 3 elaill o
(RS L paall olosall alaatul Za,0) bl sl
L paal olosall aliaiul olosas) Ustudl ol
a3 I (0.94) sl Laskyy s (i3 e (Ruwadll 5,310
1(0.89) il las Zaasyo Lagl il Jolas dags o gslaall
L el sleaall alasiul olosas) Ustual ot o ol
Tass 8 ol e (% 89) @i Lo sy (X<t
Sl daall gl Loy i<IYI s uaall Sloasll alusil
bl 3 Laladl o il 3 Lie
(8) Jsxd

e A g YY) A paal) ciladil] aladiind cfassa AT SLOAY ssaial) jlaaiy) st il
Chaath B Alalal) dgill B Lgie 0y Jlal) plaad) (5ol Lgaladiia)

@laaa o A2l ANA (Pearson Correlation Matrix) Osw s 48 sias syiwa  tied [P siall) Slasaall
e s jlal) sDead) (5 Lgealaiiund A 5 A g SN A punall i) aladin aya ‘ Beta sl (it
g iSIY) & puaall olasddl aladiul &a s lasall alsiiul olisas .000 32.526 - .100 3.237 e enls
: . . a9 Y1 L paaall Ll s
Y s LY Jalae HoEE e 233 1207-  072- o018 o21- | Rak
Lom il Byl
L yally daiall 5Ll
268 -145 sl s
Laa sl 760 307- 0200 020 006 e
- . N - fl.)';"mﬂ” A s g
203 167 ey Lol press
plasiuyl
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Aagd Lea s LSl L u 18Tl o Mo laall e ade Tguliel Ls e

(2019) Jladl sse Lualyo Loyt po Taymill sla aylisy
(R (5 st 5 (R gl s Lo Y1) (gunal 53l wgmy im0
Leie calins Loty g iV L8 pmall wlonsll alustal e
U | N | Y | S iy (plaaiw) Usgw) sane sua (o
JLadl wie Al @iy Lagd dllan] 3V, @3 il usag pae
oloaall alaaiul e o) Lslaa] UYa @3 53l asas (2019)
A g I 8 yaanall

Aslaall Lo 5L o Ll Ll pull sl g lis LS
el il (Leasll arast) sass cna oo (2016) gasal;
pac (2016) susaly Llaall dulys liSy L Tl ,ull
Lasuaall sleasll alasiul e Lolaa] U0 3 o 53l agay
Lalye oo LI Lulul polsn Calias Lad A,y
(A (s stuws) Slosns Eua oo (2016) ousals Llaal
((SLostaall J3l53)5 (RS el 55Ul (L5 5ol 5 53e)
saaal Liliaal A¥0 (3 S8l ugay LIl dwl)ull o gl aas
Lais A 5 ,3IN0 B pamall wlonall alusial e (35811 (g sius)
sanall 13 31 Y @l (2016) usals dolaall Tl o gkl
Al agay ase Lllall Ll yull 5l o elel dlliS aluatayl e
3asLall)y (Ll 5,lgall (g 5ius) olosaal Lslaa] LYy 6
L paall oleaall alasiul e (olsslaall H3l55)s (A uall
3525 (2016) proaly Llaall Ll ys o el Laiy s g 5<IY)
Alazu ¥l e oloaaall sigl

Lal ol e Ll Lubull sl caliss el
(plasiw¥l & sguw) saane Eaa e (Khrewesh, 2011) Gusgoa
2 2l (R s Lo paally TSl 3, Leall” Ll il
plasiol e Lot Llan] 10 53 550 sy pae Lilladl Lyl
Guaon Ll ool Loy A5, ,5IY Lbyuaall oleuall
5 B 3Gl Jelsadl ‘ui D slA L‘,i (Khrewesh, 2011)
sdame Gy Uiy 13l cpabauals 3 23 5 5N L8 0l Lol
Jole s Allall Lulyall 3 (X8 (5 sius) 5 (R sy LoV
(Khrewesh, 2011) Gussys Zwls 3 (Soseaiall sllall)
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g Bl o 7S & 5elal Loty A 5 3SINT 2o sl s Lonall
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Gezu) salatiug s3ea duwlyu s (Hammoud etal., 2018) oy 5aly
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01) UVl (5 stus oo sial (L00) Led Ly guanall LY (5 53000
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= (9) Jsaally (8) Usuadl Leias (3l S Lunll s3a 3315535
olaans el o oy @il (e (6) Jsaall 5 Ligsall sl
Ly Taw sl AN L peaall slaaall plasil
(AR (s gims) suna g (das gadlly LeV) sana Loyl Laa

Sedlall e Maall wlasas M daatill sia G oialill g5as
agilaiiney dgie L gV L yanall oloasll alustal oo
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syl of JI (Ahmad and Bansal, 2013) Jluwly 5 seal
Ldpaal slosall plasiul Go gl G edlanll 835 3
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Armgadlly Ge¥ly wi,BY pe Liyadl slosall e
Aadsnall bladls

dal e 1Y (10) Jsaal slasly osialll a5 iy
LA Lyl 5l Gy A Yly laall jualie (agals
cleaall alosiul olosasy Lbidl Ll olulull
isbaal ¥y deae ol LI Gaa (e L0531 4038 anall
(0 .05) Yl (g sl dic

OF Ll Lualyall 5L eyl L3l o dlandl L, e 5
slosall alitul e Zuslan] A¥s 13 13 Gassnall Galgld
Soradl gl 5 il e gal Loy Ly yaadll
Gezu) salaliny giua dwlyo &l alags dliSy Ly 3
o L’,L;‘zll‘, s gnally 4330 o !l (and Sintayehu, 2017
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S e Ll Ll all 35 Calins Laigy Ly sl 5 o, lal
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Tl yo 5L e Ll Lol yull eslas Calias g elliS 2 5,31y

1(10) Jdsaad)
Aase gl Al G e A g ) A paal) Clladil) aladiin) cilassas Ablatal) ABiLad) b jal) gt g Autlad) A jal) il ¢y CEDUEAY) g ALESN jualic
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- - X X - (Ling et al., 2016) ¢,als giod Ll
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- N N X - (2019) Jladt wse Tualya
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