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ABSTRACT

Information quality has been evidenced to be significantly related with the use of the system in prior
empirical study particularly in the e-commerce systems. However, contended that while the importance of
information quality is indisputable, it is a subject that is under-explored. Therefore, this study is an attempt
to determine the dimensions of information quality that influences customer satisfaction of services
provided by e-banking, and to propose an information quality model for customer satisfaction. The study
proposed a model on the basis of the information system success model and based on such model, the
researcher highlighted general information quality dimensions that influence customer satisfaction of

services provided by e-banking.
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1. INTRODUCTION

In the banking sector, information systems are
extensively utilized as such systems are suitable to
banking organizations in terms of their nature and
intensive information. Thus, the banking industry
has primarily invested heavily in IT this has
impacted the industry. Nevertheless, not all
investments contribute to guaranteeing good
information quality [1]. A prior study by [2]
pointed out to the significance of IT role in
assisting the survival and prosperity of
organisations in the marketplace. Accordingly,
information was found to be one of the most
significant factors required to reinforce IT use.
Despite the fact that this area of study is considered
to be a novel branch, increasing developments are
noted in the field of information quality [3].

In the past, transactions by banking firms were
carried out in the firms with the use of ATM or
telephone. But in the current times, commercial
websites have top place in communication channels
used by consumers to achieve their needs with ease
of use and convenience. Consequently, the
establishment of high quality communication
channels is expected to improve customer
satisfaction and maximize the competitive edge of
banking [4]. Hence, e-banking has been considered
to be one of the most successful business-to-
consumer application in the field of e-ecommerce

[3].

In e-banking financial organisations are afforded
outstanding service channels that add to their
competitiveness in meeting consumer needs via the
development of new distribution channels -
channels that enhance the banks’ images and
minimizes their costs [6]. Moreover, e-banking
allows customers to avail of convenient services
such as bills payment, accounts management and
convenient shopping any time at any place.

In this context, information systems (IS) that
furnishes high content quality adds convinces user’s
intention to engage in the provided services [7].
Hence, it is important that information quality
achieved in order to enhance user’s satisfaction of
the provided e-banking services. In this regard, IS
provided information quality is considered to be a
significant factor that convinces customers that it is
a useful system [8].

In relation to this, information quality has been
evidenced to be significantly related with the use of
the system in prior empirical study [9] particularly
in the e-commerce systems [10]. In addition [11]
contended that while the importance of information
quality is indisputable, it is a subject that is under-
explored. In answer to this call for more research,
this study explores the dimensions of information
quality that influences the satisfaction of customers
in using e-banking services. In other words, the
issue related with wider e-banking service is
addressed by the present research aim to determine
the information quality dimensions that affect
customer satisfaction of e-banking services and to
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develop and propose an information quality model
to achieve customer satisfaction in Palestinian e-
banking services.

THEORETICAL BACKGROUND

The increasing growth of e-commerce and the
ICT in the e-banking landscape does not appear to
comply with specific time or location in terms of
being a novel type of non-traditional banking that
exceeds the normal pattern of traditional banks.
Such e-banking effectively contribute to the
provision of various services at low costs and at
expedient  timings.  Nevertheless, generally
speaking, e-banking should not just be relegated to
just a banking branch in that it provides financial
services but it should also be deemed as a financial,
commercial and administrative position
representing the top challenge the current banking
environment. Consequently, a strong competitive
scenario is expected to arise among commercial
banks and financial institutions based upon which
the customers will compare between the banking
services to select ones that are most convenient and
appropriate for their use. Hence, it is crucial for
banks to concentrate on the factors that lead to the
realisation of customer satisfaction via the services
provided.

Furthermore, the IS role in the provision of
competitive edge is currently a debatable subject
[12]. One of the argument given is pertains to the
fact that it not the IS solution but IS use that leads
to the firm’s competitive edge. Nevertheless, it has
been agreed that such systems ongoing
advancements make them quite costly and banks
should be cognisant of the above factors to provide
successful e-banking services. In this context, e-
banking success should be gauged via customer’s
satisfaction of the service provided by it as such
satisfaction indicates the customer’s acceptance
towards system wuse, which could result in
successful system use, and the reduction of
developing another new system.

According to the reviewed literature in the field,
there are several definitions and measures provided
regarding IS success. Specifically, [13] carried out
an extensive and thorough review of literature
dedicated to the topic and proposed a model of IS
success that provides a reliable indicator of the IS
success through the identification of its six
interconnected dimensions namely system quality,
information quality, use, user satisfaction,
individual impact and organisational impact. A later
study by the same authors [14] revised their model,
made minor changes to it and including the

following dimensions in the updated model; system
quality, information quality, service quality, use,
user satisfaction and net benefits. Their revised
updated model was supported by empirical studies
that showed several imperative implications of the
model in both research and practice. The model has
also been evidenced by prior studies to support
governmental and private organisations with
information quality, system quality, service quality,
system use, user satisfaction and perceived net
benefit in their assessment methods of successful IS
([15], [16], [17], [18], [19], [20], and [21]).

In the quest to answer the call for the more
studies to minimise the gap in literature, the present
study aims to identify the dimensions of
information  quality that influence user’s
satisfaction of e-banking services using IS success
model [14] in the context of Palestine.

2. INFORMATION
MODEL

SYSTEM  SUCCESS

In their quest to determine IS success,[13]
proposed an Information System Success Model
that has to date, been validated by different
researchers such as [9], [23] and that has been
adopted for consumer e-commerce analysis [24],
[10]. The model has also been employed for the
assessment of e-government system success and its
validity in such assessment has been reported [25].
Initially, DeLone and McLean [13] proposed the
model to assess IS success and provide a platform
for future research in their studies. They
enumerated six dimensions for successful IS and
these included system quality, information quality,
use, user satisfaction, individual impact and
organisational impact — such variables stem from
the combination of a several studies dedicated to
examining successful IS. The variables mentioned
are interconnected as opposed to being independent.

Despite the fact that the DeLone and McLean
[13] is deemed to be the pioneering model, it has its
drawbacks and such drawbacks is what urged [14]
improvement and update of the model to cover the
studies carried out from 1992 to 2003. The
significant improvements made in the model are;
the inclusion of service quality to indicate the
significance of service in supporting e-commerce
system success, the inclusion of intention to use to
gauge user’s attitude (alternative to use), and the
conflation of individual impact and organisational
impact in the construct of net benefits.

In relation to the updated model, [14] stated that
a system can be assessed in light of its information
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quality, system quality and service quality -
features that influence the intention to use or the
repetitive use, and user’s satisfaction. The system
use will bring forth specific benefits (net benefits)
that are either positive or negative and they impact
user’s satisfaction and repetitive use of the system
[26]. Accordingly, in the present study, DeLone and
McLean [14] model was employed, where
information quality was considered as a factor that
influences user satisfaction of e-banking service in
the context of Palestine, and intention to use as a
significant predictor of actual use of the system as
indicated in literature by [27], [28].

3. INFORMATION QUALITY
DIMENSIONS, USERS SATISFACTION

In the current business markets, information has
become the most critical resource and in this regard,
institutional and individual processes that hinge on
information, the quality of such information is
among the key predictors of their decisions and
actions in light of the quality aspect [29]. In fact, in
today’s world, were customers have become quite
demanding, the financial service firms are
becoming more customer-focused [30].

In a related study, [31], confirmed that the
launching of e-banking services may significantly
transform how banks develop and sustain their
customer relationship, and that the increasing
internet use in the future will add to the customers’
expectations and perceptions — which in turn, would
make information quality a significant issue. Hence,
shedding a light on the issues of information quality
in the context of a new delivery channel is
important as poor information quality of e-banking
services can have an adverse impact on the
successful banking activities. Added to this,
providing quality information has become a
requirement for the realization of customer
satisfaction as only through such satisfaction the
company can achieve and maintain customer
loyalty [32].

Literature concerning IS is rife with the
examination of information quality provided by
systems but the web quality is still deemed to be a
concept that is full of complexity owing to its
multidimensional nature [33]. This indicates that
the major issue in assessing information system
quality is the identifying of conditions/predictors of
quality [34]. The conditions stem from the different
dimensions and interdependent nature of quality in
IS, that are largely dependent on the system’s
objectives and context [35]. Moreover, the
perceived information quality-user satisfaction is

strongly evidenced in prior studies [18], [36]. In
particular, this relationship is reinforced in the
individual unit of analysis ([9]; [37];[38];[39]; [40];
[41]).

Perceived information quality refers to the
individual’s evaluation of the performance of the
system in light of its provision of information
according to his/her experience in system use [42],
[43]. Information quality is deemed to be the
measure of the system’s output [14] and this is the
reason why users generally conduct an assessment
of the information value based on their required
characteristics (e.g. accuracy, completeness and
timeliness). Such attributes have been widely
studied in the studies dedicated to IS literature [14].

It should be kept in mind that information quality
(IQ) has multiple dimensions that has been
examined by several researchers in their
identification and classification of its dimensions.
Some examples of system quality dimensions
mentioned in literature include believability,
interpretability, reputation, value-added,
completeness, objectivity, reliability, security,
timeliness, price, verifiability, accuracy,
availability, latency and time of response [44].
Additionally, [45] contended that information
quality covers the complete, accurate, organised,
comprehensible, current and timely information that
is provided in the system’s website. The dimensions
of information quality mentioned in literature are
summarised in (Table 1).See Appendix A.

Table 1 indicates that the most widely used
information quality dimensions in the IS field are
accuracy, timeliness, completeness and relevancy of
information, and owing to their high frequencies,
they are adopted as information quality dimensions
in the present study. These dimensions are used to
examine information quality of e-banking services
in the context of Palestine. The relevant dimensions
are explained further in the next sections.

Accuracy

Accuracy is operationalised to identify the level
of correctness and reliability of information [46]. In
terms of the accuracy of IS in e-banking, the
spelling, rules, facts and information consistency
and continuity are focused upon on the site. Also,
the content is scrutinised concerning its
documentation, diversity of sites, related
magazines, and electronic catalogues and books.
Moreover, information accuracy is considered to be
the e-banking accurate, updated, and credible
information that could lead to customer satisfaction
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of e-banking services. The following hypothesis is
therefore proposed;

H1: The accuracy of information will positively
affect customer satisfaction of e-banking services.

Timeliness

Timeliness of information refers to the
availability of output information at the required
time [47]. In the present study, this is considered to
be the rapid delivery of information to the e-
banking customers and its accuracy, as information
becomes useless when there is no longer need for it.
With such rapid and accurate delivery of
information, customer satisfaction is expected to
arise when using e-banking services and thus, the
following hypothesis is proposed;

H2: The information timeliness will positively
affect customer satisfaction of e-banking services.

Completeness

Completeness is described as the level to which
information is robust in terms of its breadth and
depth, to address the task that needs completion
[47]. In this study, completeness of information
refers to the information needs of current and future
customers that are met by the information resource.
In this regard, incomplete and inaccurate
information can mislead customers indicating that
in order to improve the confidence of customers in
the information provided by e-banking, it has to be
complete in light of its relative importance as well
as its cost. Any deletion of information provided by
e-banking may also lead to misleading actions and
decisions of customers as the information may not
be suitable and its reliability is lost. According to
the above explanation, the researcher hypothesises
that;

H3: The information completeness will positive
affect customer’s satisfaction of e-banking services.

Relevancy

Relevancy refers to the level to which
information can be applied and be helpful to tackle
the task at hand [47]. Relevant information is
invaluable to the tasks for which the information is
sought after [47]; [48]. But information is only
useful when it satisfied customer’s e-banking needs.
Therefore, the following hypothesis is proposed;

H4: The information relevancy will positively
affect customer’s satisfaction of e-banking services.

4. USER SATISFACTION AND INTENTION
TO USE

The ever-changing customer desires, and in
turn demands, contributes to the complexity that
characterised the organisational environment, the
increasing competition and the markets (breadth).
Such factors urge organisations to re-evaluate their
adopted managerial concepts like customer
satisfaction in order to obtain and maintain
competitive advantage qualifying them to discern
between local and international rivals.

Organisational customers are what make the
organisation and as such, there is no need to
establish an organisation or to provide service
without customers. It is also evident that successful
firms often concentrate their activities and functions
to achieve customer satisfaction. In the past twenty
years, customer satisfaction has been strategically
significant for several firms. For the purpose of the
present study, customer satisfaction refers to the
satisfaction of customers with the provided e-
banking services in Palestine.

According to[23], wuser satisfaction is the
culmination of feelings of pleasure or displeasure
stemming from the total benefits that a person is
expected to receive from his/her interaction with
the IS. The concept has also been defined as the
major factor in intention to use new technology
[49]; [50]. Prior studies have evidenced the positive
impact of satisfaction on future intentions to use
[51] and thus, the following hypothesis is proposed;

H5: User satisfaction will positively affect
intention to use e-banking services.

5. RESEARCH MODEL

The pioneering use of the IS Success Model was
first noted in studies concerning the use and
adoption of the internet, and web for e-commerce in
the form of e-banking and e-shopping in the late
1990s [52]; [53]. Additionally, frameworks of
information quality were developed and proposed
over the prior years by different authors pertaining
to different fields [47], [14], [54], [55], [45], [56],
[571, [58], [59], [60]. Such studies generated
common information quality predictors although
little studies were dedicated to revealing
information quality dimensions that influence user
satisfaction in the context of e-banking service in
Palestine. Based on the relevant dimensions
adopted in this study, the researcher developed
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hypotheses that form the basis of the research
model with the aim of identifying the dimensions
that affect user satisfaction of e-banking in
study’s

Palestine. The present proposes the

following model (Figure 1).

Information Quality
Dimensions

Accuracy =

Customer Satisfaction
of E-Banking Services

Timeliness 5

Completeness =

Relevancy =

Figure 1: Research Model

Intention to Use

6. RESEARCH METHODOLOGY

The objectives, information availability and the
costs of conducting a research consist of major
factors impacting the research strategy selection
[61]. In the present study, a quantitative method to
achieve the objectives as such a method meets the
aims of answering questions regarding the
relationships among the measured variables in
order to explain, predict and control the
phenomenon under study [62]. In particular, data
was gathered from 250 customers from Palestinian
banks  through a  distributed  structured
questionnaire, whose items are adopted from
literature. The study sample was chosen through the
use of random sampling applied to customers of
several Palestinian banks.

7. CONCLUSIONS

E-banking aims to provide better and convenient
services to customers, where customers are able to
access their banking information and services at
any place, at any time they need it. Time spent for
travelling to and fro, and for queuing are
considerable lessened. In this regard, online
services are also more expedient compared to face-
to-face services. Banking is a service where the
more the customer use e-services, the more the
operation and management costs are reduced. As
such, banks are exerting efforts to provide effective
e-services to their customers via e-banking.

This study has several contributions, with one of
them being the identification of the dimensions of
information quality based on a thorough literature
review, and proposing an information quality model
based on DeLone & McLean’s IS Success Model
[14]. for customer’s satisfaction of e-banking
services in Palestine. The suggested model focuses
on the dimensions of information quality of e-
banking used by customers namely accuracy,
timeliness, completeness and relevancy. To this
end, the suggestion of such a model in banking
sectors of developing countries, like Palestine could
lead to the enhancement of banking operations as
this would enable banks to modify their services in
order to improve or maintain their quality of
service. Future studies can empirically test the
proposed model by employing a survey
questionnaire strategy after which the findings
could clarify and enrich the proposed model. The
findings of this study can be used by decision
makers in terms of dimensions of service quality
that could contribute to achieving customer
satisfaction and to promoting customer’s intention
to use of e-banking services.
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APPENDIX A:
Table 1: Information Quality Dimensions in IS Studies.
Information Quality ]
Dimension = . %” § 2 © %
<9
2 2| & 2| & g s S| e |® g | 2 £
= Z | £ 2| E E | gt = |5 | & | S |¢e|&
g g | 2 | 2 S| 32 E| 2| 8|2 |8 |°
= o S S ] = = ) < ) < S
= < @n O | < = |} > ] & |}
Study
Bradley&Byrd,.2006 v v
Lee,Strong, Kahn at el,.2002 v
Hussein., et al 2007 v v v
Liu & Huang 2005 v v v
Delone and McLean, 2003 v v
Lee,Strong,Kahn.atel,.2002 v v v
Doll&Torkzadeh,1988 v
Strong, Lee & Wang (1997) ViV v v v v
Miller (1996) ARZ v v
Jennexnet al.,1998 v
S.F. Lin at el,. 2006 v
J.Iivari, 2005 v v v v
Molla&Licker, 2001 v v v v
Redman (1996) v
Fox et al. (1994) v v v v
Nelson, R. Ryan., et al 1987 v v v v
Rainer, R.K., et al 1995 v v v v
Wang &Strong; 1996. v v v v
Eppler&Muenz-enmayer 2002 v v v v v
Khan et al. 2002 v v v
Pipino et al. 2002 Ve v v v v
Wixsom & Watson 2001 v v
Alexander & Tate 1999 v v v
Stvilia 2006 v v | v v
S.F. Lin at el,.2006 v v v v
Frequencies 14 5 2 3 19 2 2 14 2 2 12 3 1
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