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The Impact of Information

Technology on Banking Service Quality
A Field Study on the Branches of the Commercial Bank of Syria- Latakia

Dr. Samer Kasem”
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O ABSTRACT O

The research aims to study the impact of information technology on the quality of
banking services in the branches of the Commercial Bank of Syria province of Latakia. To
achieve the objectives of the research, a questionnaire was developed and distributed to
201 workers, and (183) questionnaire were suitable to analyze, a response rate (91.04%),
and based on applying simple regression to assess the relationship between the information
technology and the quality of banking service dimensions, the research found the following
results:

1- There is a strong and positive correlation between the hardware equipment and the
quality of banking service, where it was found that (79.7%) of the discrepancy in the
quality of banking services is explained after the equipment.

2- There is a strong and positive correlation between a online banking service and
service quality, it was found that (69.2%) of the discrepancy in the quality of banking
services is explained after the Internet.

3- There is a strong and positive correlation between communications and banking
service quality, where it was found that (65.9%) of the discrepancy in the quality of
banking services is explained after the communication.

4- There are acceptable and positive correlation between post-efficiency of human
resources and banking service quality, where it was found that (59.9%) of the discrepancy
in the quality of banking services is explained by the efficiency of human resources.

Keywords: Information Technology, Banking Services Quality, Commercial Bank of
Syria.

*Associate Professor, Department of Business Administration, Faculty of FEconomics, Tishreen
University, Lattakia, Syria.
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Abpaall dasdl) Sasag claally Sgad) sy o ABlall yasilly BLEY) Salaa (1) Jaadl

I\I R Adjusted Std. Error of the
odel R |Square R Square Estimate
I .89 799 793 75799
4a
The independent variable is:ciasals 33y 2

Ldpad) Lasdl) sasag laally 3] oy o AL i) dgal Aygiana JLEA) (2) Jaad)

ANOVA
Model Sum of Squares | df | Mean Square F Sig.
1 Regression 33.592 1 33.592 58.468 |.000b
Residual 103.992 181 575
Total 137.585 182
The independent variable is el 53 jeal) 2o

Adyaal) dasdl) Bagag claally SgaY) S G Al jlaasy) clales 4y gina LA gilis (3) Jeaadl

Coefficientsa

Unstandardized
Model Coefficients Standardized Coefficients t Sig.
B Std. Error Beta
1 (Constant) 1.943 .166 11.714| .000
Clamall 53 3¢ 2| 447 058 894 7.646 | .000
The dependent variable is InAd pad el 5252

et Basay haedl) 336aY) 3y on (0.894) sl LLEN) deles dad o (1) &) doad o
ABadl cladly el s WS Gl degin Lphy L Ll Dl dla o e J5 s ddpadl
st (el (53 claslaally Clilall (A% Aallae B 2ol A A SN b Sals ey calsall
cladll san & dualall il 56 (%79.7) o o vl Jalae Gad J85 cAgpadl Gl 35
Dol b il il 4ygie AN 53 Lela 11 dllia o e Jay Les cclanally 3321 da Glaty 4 padl
el

Allly Aypmnall (F) dad i) ) bl z3sal) Zadla @ld (2) &) ol 0o baads LS
ol by (3.84) asdllls (1,181) dpa clayas (0.05) AN siwe 2o Apaall ind oo (58.468)
Ll Lasy (0.894) gsbss Beta Jalre dad (f (3) Ay Jsaadl (e LDl LS sy o HLEaY) 7350
Cd Loyl ADLe dgag ity (Al daca il Jiiiy oY) dpaydll (i Wili P=0.000<a=0.05 isine
idlagy gyl ool Copadl gy 8 Adpad cladll sasmy laally 336aY) 2 Gn Aygine AN
LS
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Ldpaall Aandl) Bagag i) sy o ABall yanilly LY Salea (4) Jaadl

Model

R

R Square

Adjusted R Square

Std. Error of the Estimate

.832a

.692

.687

79848

The independent variable is: i V) e

Ldyaal Lasdd) bagag Ciiiy) oy Gm ABall jlasiy) g dgad Aygina LA (5) Jgaad)

ANOVA
Model Sum of Squares | Df | Mean Square F Sig.
1 Regression 22.184 1 22.184 34.794 | .000b
Residual 115.401 181 .638
Total 137.585 182

The independent variable is i yiY) oy

Adpaal) dasdl) Bagag iyl By G ABall HladY) cBlales dygina HLEA) gilis (6) Jead)

Coefficients

Unstandardized
Model Coefficients Standardized Coefficients Sig.
B Std. Error Beta
1 | (Constant) 1.957 208 9.386 | .000
S Y e 417 .071 .832 5.899 | .000
The dependent variable is InAs ad dax3l) 3352

dpad) dedll a5y ol sy o (0.832) <l LloyY) delas dad of (4) &) Jsaall oo

Aoy o Loy i) Al Capadl alasin) & (of clagin Loyl 4ys8 Ll ABle @lla of e Js5 a;
O o 3l Jales dad J85 Adyad) clodll sasa Gl b ages o Dlendl ey clilhl 4laauy)
Lola T @llia of e Jy Lee et i) amy Gty ddyead) cilendll s35a 8 Jualadl cplall (0 (%69.2)
Ll el b Jial) il 4y giae AN 5
Ladllly Lpend) (F) Lod gl ) oliin) z3eall Ladla cld (5) &) Jsaadl e Ll LS

13 LS (3.84) s (1,181) dpa clayys (0.05) AN (ssie 2ie Adgaall Leind o (34.794)
oaby Wils P=0.000<=0.05 45 Wl Lays (0.832) s5bss Beta Jalas dad of (6) &) Jsanll (10
Claxall 3agay (i) ey Gn dygime ANS S Lyl ADLe dgmsy g Al A il Jilng Al A Al
AED) Addlay (g5l (A puadll g5 58 8 ddyadl
£a4 (B Adyaall cilardl) 3agag cHLAT) Sy o Axilian) Vs cid Ldle aagi ¥ AGIEN Lodajdl)
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Ldpaall Aankl Sasag cHLIY) sy G ABall yasilly L) Slalas (7) Jsaad

Adjusted R Std. Error of the
Model R R Square Square Estimate
1 .812a .659 .654 .82824
The independent variable is:YLad¥) 2

Ldyaal Aasdl) Bagag CHLAIY) Sy Cp Al jlaadY) 7 dgal Aygina JLSAI (8) Jasad)

ANOVA
Model Sum of Squares | Df | Mean Square F Sig.
1 | Regressio 13.422 1 13.422 19.566 |.000b
n
Residual 124.163 181 .686
Total 137.585 182
The independent variable is =YLai¥l

Ldpaall Aaskl Sasag VLAY iy (o ABlall jlaniy) cDlalae dygine JLA) ilis (9) Jsaad)

Coefficients

Unstandardized
Model Coefficients Standardized Coefficients t Sig.
B Std. Error Beta
1 (Constant) 2.087 245 8.522 | .000
YLt day 348 .079 812 4.423 | .000
The dependent variable is InAd padll Zeaall 3352

gdpadl dedll a5y VLA 2 g (0.812) cialy LlayV! Jelas dad o (7) &) Jsaall Gan
NV LaDU Al doshiad Cipadll oDl G ol clagin Gyl G Lilgy aDle dlia of o Js a;
e J5y cdpad cladll sasa Guend 8 agun agelyl CDAI e oMl dals gl 4030y da,la)
Ju Lee Y Lal) any (laiy Apadl clerdl) s35a & Jualal) cplall e (%65.9) o o pamill Jalas
) i) 8 ) il dygiee AV 13 Lola 151 Glla of e

Ay dsnd) (F) Aad gli) ) i) zisall 2adla @i (8) &) sl g Ll LS
(3-84) 4y (1,181) 4y clayyy (0.05) AN ssise die Aol lgind e (19.566)

Lgime L@l Ly (0.812) sl Befa Jaae ded o (9) A dsal e Ll WS
Ao ) duayla ADe dgag g cAlad) A il Jibiy AN Ayl Lmip Wl P=0.000<a =0.05
AEDU Uil gy suall (ladl) Cipeadl g b Adpad) cilorill sy« Lat) s (g dysine

clasdl) 3agag dydall djlgall 3ol Sy o Aulas) AY ) A aagi Y cdad)l) du il
ABBU) Ablaay gy guad) ladl) Cipuaal) £33 B A puaal)
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Adpad) dasdl) Sasag Ay pdad) Ylgall BeUS Sy cpy ABDlall yaailly LY Salaa (10) Joaad)

Adjusted R Std. Error of the
Model R R Square Square Estimate
1 JIT4a 599 597 23777
The independent variable isA: ) 2 ) gall 3e1S 22y

Ldyaall Lasdl) bagag Ay pdal) Ylgall BeUS 3y Cpuy ABNaL laai¥) 7 dgal Aygina JLAA1 (11) Jgaadl

ANOVA
Model Sum of Squares | df | Mean Square F Sig.
1 | Regressio 11.442 1 11.442 16.418 | .000b
n
Residual 126.143 181 .697
Total 137.585 182
The independent variable is Al 3 ) sall 3o LS 22y

dpadl daxdd) 3agag Lpdal) Ylgall BolS Sy cpy ABDall jlaady) cBlalaa dygina HLEd) ilid (12) Jgaadl

Coefficients

Unstandardized
Model Coefficients Standardized Coefficients t Sig.
B Std. Error Beta
1 (Constant) 2.095 264 7.923 | .000
Al ) sall 22 357 .088 774 4.052 | .000
The dependent variable is In:A yadll Ael) 53 5a
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