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The contribution of electronic banking services to achieving customer satisfaction
With the mediating role of quality banking services - a case study -
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Abstract: This study aimed to find out the type of mediation and the mediating role played by the quality of
banking services at Al Salam Bank, Ain and Sarah Agency, in how electronic banking contributes through its
services to customer satisfaction, which consists of 65 items, all of which were valid for study and no
guestionnaire form was excluded from them because they meet all Academic conditions. The study concluded
with a number of results, the most important of which is the existence of a correlation relationship and a
positive impact relationship between the three study variables at Al Salam Bank, Ain and Sarah Agency, with
partial mediation of the banking services quality variable regarding the indirect impact of electronic banking
services on customer banking satisfaction.
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Run MATRIX procedure:

**%*x%* PROCESS Procedure for SPSS Version 3.4 **%*#®%%x%x%%

Written by Andrew F. Hayes, Ph.D. www.afhayes.com

Documentation available in Hayes (2025). www.guilford.com/p/hayes3

Model : 4 Y :Y X : X M:M Sample Size: 65

OUTCOME VARIABLE: M Model Summary

R R-sq MSE F dfl df2 p
4901 2402 3375 19.9153  1.0000 63.0000 .0000
Model

coeff se t o] LLCI ULCI
constant  1.5559 2371 6.5616 .0000 1.0821  2.0298
X .4053 0908  4.4627 .0000 2238 .5869
OUTCOME VARIABLE: Y Model Summary
R R-sq MSE F dfl df2 p
7446 .5545 2910 38.5784  2.0000 62.0000 .0000
Model
coeff se t o] LLCI ULCI
constant .0820 2857 .2869 7751 -.4891 .6530
X 4323 0968  4.4686 .0000 .2389 6258
M .5149 1170 4.4019 .0000 2811 7488

OUTCOME VARIABLE: Y Model Summary

R R-sq MSE F df1 df2 p

.6444 4152 3758  44.7324  1.0000 63.0000 .0000
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Model
coeff se t ¢] LLCI ULCI
constant .8832 2502 3.5294 .0008 3831 1.3832
X 6411 0959  6.6882 .0000 .4495 .8326

#xxxxxx%%%*TOTAL, DIRECT, AND INDIRECT EFFECTS OF X ON Y #*# %% %x

Total effect of X on Y

Effect se t p LLCI ULCI c_ps c_cs

6411 .0959  6.6882 .0000 .4495 .8326 .8060 .6444

Direct effect of X on Y

Effect se t p LLCI ULCI c'_ps c'_cs

.4323 0968  4.4686 0000 .2389 .6258 5436 4346

Indirect effect(s) of XonY:

Effect BootSE BootLLCI BootULCI

M .2087 0741 .0706 .3610

Partially standardized indirect effect(s) of X on Y:

Effect BootSE BootLLC|I BootULCI

M 2624 .0950 .0907 4607

Completely standardized indirect effect(s) of X on Y:

Effect BootSE BootLLCI BootULCI

M .2098 .0743 0710 .3626

Level of confidence for all confidence intervals in output: 95.0000

Number of bootstrap samples for percentile bootstrap confidence intervals: 5000

—————— END MATRIX ————-
PROCESS Procedure for SPSS Version 3.4 =l cilsjia: jiaall

407



