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Abstract

This research examines the impact of e-banking services on customer
satisfaction at the International Islamic Bank by analyzing the relationship
between the dimensions of e-service quality (tangible, reliable,
responsive, secure, empathetic, and user-friendliness) and customer
satisfaction levels. The researcher employed a descriptive-analytical
approach, utilizing a field questionnaire and quantitative data analyzed
using various statistical tools. The results of the statistical analysis
revealed that the dimensions of user-friendliness and security had the
greatest impact on customer satisfaction, with a coefficient of
determination (R? = 0.960). This indicates that e-service quality explains

96% of the variance in customer satisfaction.

Based on these findings, a set of practical recommendations was
presented to improve the digital customer experience and enhance trust

in e-banking services.
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Lyl il piial GuasYl Cauogll 2.3

O 9ol ilaloxily 85 g2l Slasl 0ad ;i3 1.2.3
4.5 B35 dxiiye yolie (3-3 ) Jgdadl oy sk WS Bagaell slayl llawgio 0ud iy
dad g3l e pU zoap50 U6 (igmaall ClalsY &3Syl Aol Of gudlll ey Jelds
-4.2 452l ) Budo 33l9n " Adpey Ollawgiall Gl Cuon, Ohlall Jozme e 4281 50)!
el LS pgloxall odia e " t-test " g oladl i el dr oz s (5
Je e G Go pae e dhles, ©BL=YI (39 @l (§ Mar adiye (a5 CULI (1

e 093 slayl § doydga Wlgxd 2929 pde 9l , 3

Bag=e)l slal wilsd) Jlasl iy @ (3-3) gl

N Mean Std. Deviation
A galall 50 4,528 4725
Aalaie ) 50 4,512 .4818
Aty 50 4,524 4813
Olanal 50 4.512 5049
Cabalal) 50 4,512 .4935
i) A e 50 4,524 4897

Al Ollo Lo ol Ollus : yuuaall
(Deatl Loy s B39l dlasl ) HlusesI Judxs 3.3

Loy Jiaiell bl psciadl (e 85920l slanl A86 panaty St jlassil Judoss 1y Yol T
sl e bygr dalisee e Oelaall B 01 (4-3 ) Jsundl § 8Ll o yglay , sDlasdl
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33 gl sl e Jranll Liay pscial dawiall jlassV) Qs il 1 (4-3 ) Jsaal)

Model Unstandardized Coefficients Standardized t Sig.
Coefficients
B Std. Error Beta
1 (Constant) .182 139 1.305 199
A salall .061 135 .061 .453 .653
Al .084 17 .085 711 481
Ayl .064 157 .065 406 .687
Olasall .295 129 315 2.285 .027
alalall .041 17 .043 .353 726
U s
412 161 427 2.566 .014
REECY
a. Dependent Variable: Juwall L

Lyl bl uls‘- EWl Gblus 1 yduasll
cablaily blxiwlg daleislg &M}Q.Lnﬂ .)la.;}]\ Ol d;}" a.l.ds}U @‘»U&J\ BT O 9k A9
suall g byage dalisee ae 1998 Juaadl Lp) 8oL 3 palud Y

Aol 04D o BLASSWY dinylall g (e pe ELUL»)N lda Ol G’b‘ﬁj‘ oo N9
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Azl Ol piiall  ddasdl L)Y &b giuas Oluo g8l 1 (5-3 ) Jodad!

Correlations
T R RE A E EU

A saldll Pearson 1 .933" .963" .962" .949" .950™

Correlation

Sig. (2-tailed) .000 .000 .000 .000 .000

N 50 50 50 50 50 50
Aalaic ) Pearson .933" 1 .956" .941” .935" .964™

Correlation

Sig. (2-tailed) .000 .000 .000 .000 .000

N 50 50 50 50 50 50
EEENAOY Pearson .963™ .956™ 1 .956™ 937" 972"

Correlation

Sig. (2-tailed) .000 .000 .000 .000 .000

N 50 50 50 50 50 50
Olasall Pearson .962™ 941" .956™ 1 .958™ .959™

Correlation

Sig. (2-tailed) .000 .000 .000 .000 .000

N 50 50 50 50 50 50
aalaill Pearson .949™ .935™ 937" .958™ 1 .955™

Correlation

Sig. (2-tailed) .000 .000 .000 .000 .000

N 50 50 50 50 50 50
A g Pearson .950™ .964" 972" .959" .955" 1
plasiuy Correlation

Sig. (2-tailed) .000 .000 .000 .000 .000

N 50 50 50 50 50 50
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pos iy AslasYl AV pae OF &3 oy 01 093, gdsaidl oo 53Y1 0dd g
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dadld WY Jl> 6T Je oSy, L b s 180 L) Ol o dlelaall &l D6S Lage
0d 3 Grydd) Jlusedl gadat) bl (2 ghgaill o Lgbliawl e (bl Juloe
Slagiesl ao z3gaill § Olasally plasiwdl ggu Jysus Alinte gLl o8 @l pisall
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ol Uy e Olosiall pldscid] Ugges § ikl zundid) Hlassdl o gl 1 ((6-3 ) Jsaal

AR Beta t Sig.
plasciw)| 4 gguw 0.427 | 2.566 | <0.014
Olosa! 0.315| 2.285 | <0.027

Al Ollo de ol Oblus @ juuaall
| R2=0.960 | F =566.079 | Sig. < 0.001 |

OY eMoadl Ly (3 MY s (e )08l Canid ] (352 LY e plidl ol ]
S Linall Ologds (3 glas Sl (S5 @ 13] 1 Agaw dousdl OF e (3851 Lo ,85 gua]]
Bo,85 daadl arazr OY bzl (3 B9yl pund diSley Y aaall 138 OB ¢plusuiw) A ggud
) (033 Mgy aral) s aalail) OF o) T &) gl BN (30 (5 gmal s s
oo Sl plasid) dggu O] Jodll oSy JWb . z39ed 3 ST Zeub9 Jaladl 1o 31
Bino g Y el o (1 &9 ASIY &S0l dyy=ll (§ (Hygiene Factor) wlalusl!

L Bl Gllae s Aduplas

Zosadl § dls3] ay (B = 0. 315, Sig < 0.027) Wlax] lag il hEG Glasall ,elsl
48 paall g ASIYI Wlgaall (3 datlly OLIL Hgadd) O ] pdw i . plusndl dgguw ao
i Y deaall OF Y] Slgww Gadatl) 08 o 5 L)l Bamy S Sl Jalall iy
ol piall 14 (uSay &850 ddlall ddlslasg ULy OF J) chelay o) Lo JolSJI Lo JL
Gblall Gl (pluscidl A ggu) dodidl A1l oo Boie Lol 0950 Cus haW (quid]

(Gloghaodl 0Ly dail)

Lol Sbgiune iyl cdolosely & dl & (rous 4S5l duaiadl OF Juaad) pais WS cddde g
.c-)’gﬂg

Bsiuual! ol el 4.3

AR Sig. | Tolerance
duww gl 0.653 0.061
Dolazeyl 0.481 0.085
Dl 0.687 0.065
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cablall 0.726 0.043
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Lol Lo s ld1 G580 M 3] cOLIL ulusYlg plasciwdl Uggus e Lol
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