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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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planiul e (oloslaall 3l 30 (gslus Ay gnally
& Lhe aanlall el gu) L0 3T b jaaall oloaall
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poeadly Skl

15 5,3 28 pamall s lonall alasiul La o o a3, LS
Ladel cela g bl “Banyiall®y “loa Lasaiall” o a3
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sanal (@S .05) YAl (g siue die Lslaan] UV 53 L3l ua s
alanial e (38 (5 slus) sane elli€y (Lam gnally oLaY)
& e caayladl edlaall gul L i<V Lad pimall oloaall
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(05) ¢o sial

Sl ¥l Lol LGS Wiy (8) Ysaall wlyy UMa o
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Y = BO + B1*X1 + B2*X2 + B3*X3 + B4*X4 + B5*X5

HGITEN

Lijaadl closall sl a,0) ol pasdl 0 Y
(&sastyl
Slassy =5 BO
planiul olosse) ditwall ol patall 2X1,X2,X3,X4,X5
Uslas e Jomns Lolaall 3 Jgaall oo aadll (aysatys
Y lass Y
Y =3.237 - 0.021*X1 - 0.006*X2 - 0.331*X3 -
0.122*X4 + 0.024*X5
= (a3 pall) & g iSIVT Ld 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.”" QLA‘}“ Jdaa X
(olaslaall 53153 sans x .024)
Oassladl el sul Lgaloaiul da 0y L0 5 ,3KIW 448 junnll
Lslaaa] d¥0 ol il o) (abals 5 Aolall Wil 3 e
Pear-) & g L ghins alusinl o3 (@< .01) UVl (g 4ue uid
Lt Gan SYI(9) Jsaalls (son Correlation Matrix
1(9) doaa

:(6) Jyxa
dlal) el giall g (@laasall) Al jal) ) glaa cilibnd ¢ 3N Jalaa LAY qild
L A jlmall il jai¥) g (s giall Gl g

Jalas Gl Ll bawgiall

oyl N Oldaaall
SlgYl g ylenall Lgsall bl
aall g |
233 89 faug. 598 299 ¢ ’_Lf’“"
Tam o) 5330 3yl
sl monns
187 87 dhugs. 646 323 Loaall preas
?I\_\‘L‘LAYIMJ—L‘A"
630 54 Gam,. 746 373 fuaseasll, oLV
326 60  iam,. 756 378 L 5 yia
179 .96 Lawsie 646 3.23 el glaall 5303
LI |
218 52 s 678 339 0l
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S5V Jolas ol (6) Jsaadl b eSlasdl Ja oo ey
o J3T oa Led LI B 5l iS5 (wlaanall) slaall pyan]
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Slans¥I JalaS alantioly 1o sl Las a0l sl i
sl 5003 LY ()5 (8)s (7) Ushaadly consiall
(7) dssdl

G B Y Salaa g A yal) TAsad el Jalra Glual aaeial) jlaady) Jalas il
A ) & AlEical) el yariall g &Ll yial)

el Jalaa
. Jalas gy Ly, Yl Jalra
golprall laadl sl le—u &) R
R* (sLa,y
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Ot L, Jolas o Balaall (7) Jaadl 3 elaill o3
(RSN L paall olosall alaatul Za,0) bl sl
L paal oloall aliaiul oloaas) Ustwdl ol
a3 IS (0.94) Sl Laskyy s (i3 e (Ruwasl 5,310
1(0.89) il las Zaasye Lagl il Jolas dags o gl
L el sleaall alasiul olosas) Uil ot o ol
Tass 8 oelal e (% 89) @i Lo s (L <ty
Syl daall gl L g i<IYI s puaall oloasll alusil
bl 3 Laladl o il 3 Lie
1(8) Jsxd

Ao A g YY) A paal) ciladil] aladiind cfassa AT SLOAY ssaial) jlaaiy) (st il
Chaath (B Alalal) dgill B Lo 0y Jlal) plaad) (54l Lgaladiia)

@lasaa o A2l ANA (Pearson Correlation Matrix) Osw s 48 sias syiwa  tied [P siall) Slasaall
e s jlal) Dead) (5 Lgealaiiiund A 5 A g SN A punall i) aladiin aya ‘ Beta sl (it
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: . . a9 Y1 L paaall Ll s
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(R (5 st 5 (R gl S Lo Y1) (gunal 53l wgay im0
Leie calins Lty (g iV L pmall clonsll alustal e
U | N | Y | S iy (plaaiw) sgw) sane saa (o
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Lais i 5 ,3SIN B yamall s lonall alusial e (38811 (g i)
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Al agay ase Lllall Ll yull 5l o elel dlliS alostnyl e
3sLall)y (Ll 5,lgall (s 5ius) olosaal Lslaa] LYy s
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planiol e Lt Llan] 10 53 550 sy pae Lolladl Lyl
Guaon Ll ool Loy A5, ,mKIY Lbyuaall oleuall
5 B 3Gl Jelsadl ‘ui D slA L‘,i (Khrewesh, 2011)
saamn Gy Uil s 13l cpabauals 3 43 5 5SIYT L3 0l Lol
Jole s Allall Lulyall 5 (X8 (5 sius) 5 (R pmnnlly o, LaY)
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plaaiul e Gasaaall g Lsbaal A¥0 (63 53l a sy LI
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(“Tamseaally LV Lginan gumi g oo glaall £y ) o (AN
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praai’y L gl Sl Lpaally Lasill 5L’ olosss
Las g ologhaall L3155 s Calasta¥l Lgray Loudll
e aalall e daall gul L3IV 43 umall louall alusil
UYL (g sius e fonbaals 3 Alolall dlgigll 3 Lgalusil
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o il Gy A g IV L paaall wlonadl 3 5 Lagall Jol gall
S e Ll Ll all 3l Calins Laigy Ly sl 5 o, lal
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o Upguall)y (“Lam sl iall L yally Lamall §,Lgall” 56 LaSH)
Hammoud) ¢ yals agan Ll o g5l esplal ally (alasiny!
el Laiyy cedlanll Ls ;e 5o asLall Ld o (et al., 2018
Sle Lslan] U0 53 Lagd 53T asay pae Ll Tl yull gl
A5V L aaall wlosall alusil
e Lalyo S8 e LA ulyull Sl calias LS
aal o N sl wlays 3l (Ling et al., 2016) csal;
Lt paall sleaall slad Lsalle 3 e Maadl L5y bays ;3 Jolge
Ldpaddl sleaall o3I a8gall apaad @ oo 4y i<ty
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- N N X X (Hammoud et al., 2018) ;,u5a1y s san Zulyu
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