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Abstract

This study aimed to identify the impact of digital transformation on the quality of banking
services in Jordanian Islamic banks, specifically focusing on the Islamic International Arab
Bank, Safwa Islamic Bank, and Jordan Islamic Bank. Using a descriptive-analytical approach,
the study collected data through a questionnaire distributed to 279 customers, and the SPSS
program was employed for analysis. The findings revealed a statistically significant positive
impact of digital transformation on banking service quality, meaning that digital tools such as
online banking and mobile applications enhance service speed, accuracy, accessibility, and
customer satisfaction. Consequently, the study recommended accelerating the transition of
Jordanian Islamic banks from traditional to fully digital models, emphasizing the need to invest
in IT infrastructure, train human resources, and raise customer awareness of digital channels to
maximize the benefits of digital transformation and enhance competitiveness in the Islamic
banking sector.
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First: General Framework of the Study
1.1 Introduction

The global banking environment has undergone fundamental changes due to the digital
revolution. These changes have impacted the economic and banking sectors, particularly with
regard to how banking services are provided. For example, the digital transformation includes
the use of advanced technologies, such as artificial intelligence, cloud computing, and big data
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analysis. These technologies have significantly improved operational efficiency and facilitated
banking operations in Islamic banks. These transformations have improved internal operations
and enhanced transparency, helping to ensure compliance with Islamic Sharia principles
(Desky & Maulina, 2022).

Digitalization shapes the modern era, influencing how individuals, institutions, and societies
think. This leads to significant improvements in service delivery, product design, and decision-
making processes (Shahada, 2022).

The digital transformation of Islamic banks has become a necessity and a new opportunity. To
adapt to this transformation and improve the quality of banking services, banks must adopt
innovative strategies and expand the range of services offered to customers. Digital
transformation has impacted not only the development and effectiveness of banking systems,
but also regulatory and supervisory aspects. Digital transformation revolves around using
modern technology and its applications to develop the Islamic banking system, enhance its
competitiveness, and improve the quality of financial services and products (Shoushan &
Bouaouina, 2023).

Abu Al-Ezz (2021) pointed out that providing innovative financial services and products
reduces financial literacy gaps and integrates low-income groups into financial education,
enabling them to access financial services that meet their needs. This is a necessity that must
be achieved to develop the financial sector and the economy in general. Banks have expanded
the range of services they offer and deliver them via the internet, taking advantage of its many
benefits. This has led to the development of electronic banking services that improve the quality
of services, remove obstacles to achieving management goals, promote transparency, and
expand the reach of financial services (Al-Qar'an, 2022).

2.1 Problem Statement and Research Questions

The digital transformation poses challenges for Islamic banks and financial institutions. It
threatens their continued growth and their ability to provide high-quality, Shariah-compliant
financial and banking services. This is due to the technological revolution. Islamic banks are
seeking to strengthen their position and maintain competitiveness in local and international
markets to become market leaders. However, many are still far from achieving full digital
transformation, requiring them to work hard to become digitally mature.

In light of digital transformation, Islamic banks strive to provide consistent, advanced
performance to customers who believe in their mission by offering high-quality banking
services that keep pace with technological developments. This approach retains existing
customers, fulfills their aspirations easily and conveniently, and attracts new customers. Thus,
it contributes to the survival and competitiveness of Islamic banks in the market.

The problem of this study lies in answering the following main question: What is the impact
of digital transformation, in terms of advanced technologies, digital infrastructure, and digital
loyalty, on the quality of banking services, such as tangibility, security, responsiveness, and
reliability, in Jordanian Islamic banks?

The following sub-questions can be identified based on the main question of the study:

1. What is the relative importance of digital transformation in Jordanian Islamic banks?
2. What is the relative importance of the quality of banking services in Jordanian Islamic
banks?
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3. What impact does digital transformation have on the quality of banking services in
Jordanian Islamic banks?

3.1 Significance of the Study

This study contributes to the development of the theoretical literature on digital transformation
and its applications in Islamic banks. This study clarifies the relationship between the
variables, contributing to the scientific literature and bridging the knowledge gap related to
digital applications in the quality of Islamic banking services. This study's practical importance
is evident in its ability to provide practical results and recommendations that contribute to
discussions about the importance of Islamic banks' development and clarify it by examining
the impact of digital transformation's various dimensions on the quality of Islamic banking
services and its multiple components.

4.1 Study Objectives

The main objective of this study is to identify the impact of digital transformation in its various
dimensions (advanced technologies, digital infrastructure, and digital loyalty) on the quality of
Islamic banking services (tangibility, security, responsiveness, and reliability). Additionally,
this study aims to indicate the relative importance of digital transformation and the quality of
Islamic banking services.

5.1 Study Hypotheses
Based on the study questions, the following hypotheses can be formulated:
Main hypothesis:

Ho: There is no statistically significant effect of digital transformation in its various dimensions
(advanced technologies, digital infrastructure, and digital loyalty) on the quality of Islamic
banking services (tangibility, security, responsiveness, and reliability) at a significance level of
a<0.05.

The following sub-hypotheses branch off from the initial hypothesis:

Ho.1: There is no statistically significant effect of digital transformation, at a significance level
of a < 0.05, on tangibility in Jordanian Islamic banks in its combined dimensions (advanced
technologies, digital infrastructure, and digital loyalty).

Ho.2: There is no statistically significant effect of digital transformation, at a significance level
of a < 0.05, on security in Jordanian Islamic banks in its combined dimensions (advanced
technologies, digital infrastructure, and digital loyalty).

Ho.3: There is no statistically significant effect of digital transformation in its combined
dimensions (advanced technologies, digital infrastructure, and digital loyalty) on
responsiveness in Jordanian Islamic banks at a significance level (a < 0.05).

Ho.4: There is no statistically significant effect of digital transformation in its combined
dimensions (advanced technologies, digital infrastructure, and digital loyalty) on reliability in
Jordanian Islamic banks at a significance level (o < 0.05).

6.1 Study Model

Figure 1 shows the study model, which illustrates the study variables and dimensions, as well
as the references used to develop this model.
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Figure 1: Study Model
7.1: Previous Studies

Yu's (2025) study aimed to discover the impact of digital transformation on credit businesses
and how it affects credit expansion. For the study, 180 commercial banks nationwide were
selected as a sample from 2011 to 2021. The results revealed that digital transformation
significantly contributes to credit expansion, primarily through the digitization of management
and business processes. Analyses showed that digital transformation enhances credit volume
by improving operational efficiency and strengthening risk control capabilities. The study also
found that the impact of digital transformation varies depending on the characteristics of the
banks. Small and medium-sized non-state-owned banks benefited more from the expansion of
credit, whereas large, state-owned banks did not achieve similar results. The study
recommended providing a new research perspective to improve the credit system and guide
digital transformation strategies according to the characteristics of different banks. This
recommendation is relevant to the present study.

Al-Smadi's (2025) study aimed to analyze the impact of regulatory, environmental, and
technological factors on the digital transformation process in Jordanian banks. The study
employed a quantitative approach in which an electronic questionnaire was distributed to
employees of 15 Jordanian banks. The results revealed a significant positive relationship
between these factors and digital transformation. The results highlight the need for Jordanian
banks to develop clear strategies integrating modern technologies and regulatory frameworks
encouraging technology adoption. They must also effectively address changing environmental
factors. The study presents recommendations to enable Jordanian banks to maximize the
benefits of digital transformation and address the associated challenges in light of rapid changes
in the banking sector.

Sindiani's (2024) study aimed to identify the impact of electronic banking service quality
dimensions (ease of use, responsiveness, security, and time savings) on banking performance
(financial performance and market share) at the Jordan Islamic Bank. The study found a
significant positive impact of ease of use on financial performance and market share of the
Jordan Islamic Bank, and found no impact of responsiveness on the bank's market share,
indicating that responsiveness does not lead to an increase in market share. There is a
statistically significant effect between security and market share.
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Al-Rabie and Hassan (2024) conducted a study to identify the impact of mobile banking
technologies on the quality of banking services, specifically in terms of reliability,
responsiveness, ease of access, security, and trustworthiness, in Iraqi banks.

The study concluded that banks in the sample needed to pay greater attention to their mobile
applications and provide adequate protection for deposited funds. Additionally, the study found
that the availability of staff to respond to customer inquiries immediately was indicative of a
bank's responsiveness to its customers.

Meanwhile, Bukhari's (2022) study aimed to highlight the role of financial technology in
improving the performance of Islamic banks and the Islamic banking industry. The study
examined the use of financial technology in Islamic banks by presenting the experiences of
Boubyan Bank (Kuwait), Abu Dhabi Islamic Bank (UAE), and banks in Qatar and Bahrain.
The study showed that technology has significantly contributed to the sustainable development
of the Islamic financial industry, reduced financing risks, and achieved financial inclusion in
the countries where the study was conducted.

Bouhider and Karfi (2024) conducted a study that aimed to demonstrate the impact of digital
transformation on the efficiency of 27 Islamic banks in Gulf Cooperation Council countries
from 2015 to 2021. The study examined several explanatory variables: the digitalization index,
the cost-to-income ratio, the logarithm of assets as an indicator of Islamic banks' size, and
deposits as a percentage of assets. However, the study revealed that digital transformation did
not affect the efficiency index of Islamic banks during this period due to the brief timeframe
of the study and the widespread adoption of digital transformation strategies amidst the global
pandemic. This means that these banks will bear the costs of digital transformation now, but
reap its positive results in the future. Islamic banks will also continue their digital
transformation efforts and adopt second-generation digital technologies, such as artificial
intelligence and machine learning. The study recommended continuing digital transformation
to reap its positive results in the future and encouraged Islamic banks to cooperate with each
other to benefit from each other's experiences, especially in the field of finance.

Harzallah et al. (2024) conducted a study to identify the quality of banking services and the
relationship between those services and customer satisfaction at the Arab Islamic Bank in
Palestine. The study examined a sample of small- and medium-sized business owners who
obtained financing from the Arab Islamic Bank for their projects in the Al-Bireh and Ramallah
governorates. The study found that the overall level of service quality at Palestinian Islamic
banks was high. It also showed that the level of service quality provided depended significantly
on the dimensions of tangibility, security, reliability, confidentiality, empathy, and
responsiveness.

Rakh and Qasri (2024) aimed to demonstrate the impact of intensive electronic payment
method and tool use on electronic banking service quality. It found that electronic payment
systems impact the quality of banking services in terms of reliability, tangibility,
responsiveness, security, privacy, and empathy.

Haddoud and Saadoud (2024) conducted a study aimed at identifying the relationship between
the quality of banking services, including reliability, security, responsiveness, empathy, and
physical facilities, and customer relationship management. The study was conducted at the
Algerian Foreign Bank in Tebessa. The study concluded that applying the concept of banking
service quality positively impacts the customer relationship management process. The study
also revealed a strong correlation between the dimensions of banking service quality and
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customer relationship management and demonstrated that technology-based electronic
customer relationship management positively impacts the quality of banking services.

8.1 Research Methodology

An analytical approach was adopted to explore the impact of digital transformation on the
quality of banking services at Jordanian Islamic banks. The phenomenon was described and
analyzed by reviewing theoretical literature and previous relevant studies, as well as analyzing
field data collected from a sample of customers of Jordanian Islamic banks.

Second: Theoretical Framework
2.1 Digital Transformation

The United Nations (2021) defines digital transformation as the integrated use of digital
technologies in economic, social, and administrative activities to increase efficiency and
achieve sustainable development. Meanwhile, Tayeh et al. (2025) refer to digital
transformation as the electronic orientation of organizations in carrying out their core business
functions, which vary depending on the organization's type and objectives. However, there are
somewhat repetitive functions in most organizations, such as purchasing and storage. Digital
transformation is a comprehensive process involving the use of digital technologies to radically
change how organizations operate and deliver services. The goal is to improve performance
and efficiency, promote innovation, and respond to market and societal needs. It is not limited
to introducing technology into traditional processes but also involves rethinking operational
models, organizational culture, and user experience by integrating technology into all aspects
of institutional work (Rahab & Shabi, 2023).

Digital transformation is the comprehensive redesign of administrative activities and processes
using digital technologies to improve efficiency, reduce costs, and enhance adaptability. It is
also one of the most important tools for institutional development in the modern business
environment (Al-Smadi, 2025).

Al-Shammari and Issawi (2025) defined digital transformation as a strategic approach that
transforms traditional business models into more flexible and innovative ones based on using
digital tools to provide added value to stakeholders. Digital transformation is a decisive factor
in the sustainability of institutions in a changing environment.

2.1.2 The Importance of Digital Transformation in Islamic Banks

Digital transformation is important because of its broad impact on the operational efficiency of
institutions. Digital transformation contributes to the automation, simplification, and
acceleration of administrative tasks, procedures, and internal operations by reducing the
number of steps required. This lowers operating expenses and increases reliance on digital
systems that perform tasks more efficiently and at a lower cost. This allows organizations to
allocate their resources toward innovation and development (Amari, 2023).

Digital transformation provides robust infrastructure that enables organizations to quickly
adapt to sudden environmental changes, such as economic or health crises like the one caused
by the SARS-CoV-2 virus. This highlights the importance of accelerating digital
transformation to make it an integral part of future preparedness strategies (Rupeika-Apoga et
al., 2022).

Digital transformation is also important because it improves the customer experience by
providing customized, user-friendly services that accurately meet their needs. It accomplishes
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this by analyzing customer behavior and anticipating their desires to provide matching services
using modern technologies, thereby enhancing customer loyalty and satisfaction (Mahdawi &
Awa, 2024).

Digital transformation improves the quality of management decisions, making them more
accurate and effective, by adopting a large real-time database that monitors institutional
performance and detects problems and deviations early on. Intelligent analysis tools and
artificial intelligence technologies transform raw data into actionable insights, enhancing
transparency and accountability within the work environment. This shift in the decision-
making process is a decisive factor in establishing a culture of evidence-based performance
rather than relying on personal impressions or impulsive decisions (Al Thani, 2023).

Digital transformation is also a key factor in fostering an innovative environment within
organizations. It involves more than just the use of technology; it also promotes adopting a
mindset of change and continuous experimentation. When teams are provided with the
necessary digital tools, they can discover new solutions to old challenges, develop innovative
products and services that provide real value to customers, and establish their organization's
leadership in the market (Obaid & Attia, 2025). This increases organizations' competitiveness
locally and internationally, paving the way for a thriving digital economy that creates new jobs
in data analysis, software development, cybersecurity management, and other emerging digital
sectors. Digital transformation also reduces the digital divide and promotes equity in access to
services, especially in remote or disadvantaged areas. This contributes to digital inclusion,
which is one of the dimensions of sustainable development (Al-Banna, 2024).

For Islamic banks, digital transformation is not only a technical option, but also a strategic
necessity for improving performance and compliance simultaneously. In this context, digital
applications include artificial intelligence, blockchain technology, cloud computing, and big
data analytics. These tools enhance operational efficiency, reduce paperwork, and speed up
transactions while maintaining compliance with Sharia regulations (Shahada, 2022). These
improvements enhance the customer experience by enabling access to financial services
through Shariah-compliant digital applications and platforms.

At the governance level, digital transformation promotes transparency and accountability, two
Islamic values, by electronically documenting processes and making reviews available, thereby
enhancing customer and investor confidence. Shabahi and Hani (2025) argue that successfully
implementing this transformation requires more than acquiring technical tools; it necessitates
establishing a flexible regulatory environment that invests in developing digital skills and
promoting a culture of innovation (Mohammed, 2023). However, its effectiveness requires an
integrated approach that considers jurisprudential and operational specifics, ensures
compliance with Sharia standards, and harmonizes internal infrastructure to achieve optimal
efficiency and security (Abu Karsh & Badarin, 2024).

3.1.2 Dimensions of Digital Transformation

The following dimensions of digital transformation have been identified by Al-Samri and
Mahamid (2024), Shihadeh and Al-Abji (2023), and Ling (2025):

The first dimension is advanced technologies. These smart tools change the way institutions
and societies work by accelerating processes and services, improving quality, and providing
flexible solutions. Advanced technologies are an essential part of future development in various
sectors (Khosropour et al., 2025).
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The second dimension is digital infrastructure. Digital infrastructure: This includes technical
resources such as software, networks, and servers that support digital operations. It is also the
foundation on which the digital transformation of institutions is built. Without it, no effective
digital solutions can be implemented or developed (Al-Smadi, 2025).

The Third Dimension: Digital Loyalty: This refers to a customer's commitment to using digital
means and technologies to communicate with an organization. This maintains the continuity of
the relationship, enhancing trust and loyalty. According to Ling (2025), this loyalty depends
not only on the quality of service, but also on factors such as respect for privacy, security, ease
of use, and responsiveness.

2.2 Quality of Banking Services:

The quality of banking services is particularly important for Islamic banks because it is
essential for achieving customer satisfaction, competing with conventional banks, and
strengthening their market share.

1.2.2 Concept and Definition of Banking Service Quality:

Banking service quality has been defined as a guarantee of service quality that enhances
customer experience and satisfaction, contributing to the overall quality of banking services
(Rasul etal., 2024). Ali (2023) defined it as a set of activities that provide a service environment
suitable for customers, both materially and morally, reflected in the quality of service within
banking institutions.

According to Ahmed Al-Zamel et al. (2011, p. 143), quality is defined as an institution's ability
to satisfy customers' desires for a product in a way that aligns with their expectations. Quality
is also defined as: "The ability to satisfy customer requirements and study the bank's ability to
identify these requirements and the degree to which they are met." If a bank adopts a policy of
providing high-quality services, it must strive to exceed customer expectations (Al-Taher &
Bin Abdullah, 2019).

The study considers the quality of banking services to be the ability of the banking product to
achieve customer satisfaction and loyalty by identifying their needs and requirements, which
contributes to retaining customers and attracting potential ones, thereby gaining the bank a
competitive advantage and enhancing its market strength.

2.2.2 The Importance of Banking Service Quality:

The importance of banking service quality has been emphasized in the following studies:
Ali and Yassin (2024)

Tahtamouni (2022)

1. Banking service quality helps banking institutions retain customers and employees,
achieving their loyalty and satisfaction.

2. It enhances a bank's ability to retain existing customers and continuously attract new
ones because the quality of banking services directly strengthens the relationship between the
bank and its customers, increasing loyalty and supporting sustainable growth in the customer
base.

3. Improving service quality in Islamic banks enhances their reputation among competing
banks, strengthens performance in line with customer requirements, and increases market
share.

3.2.2 Objectives of Banking Service Quality:
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The following objectives are aimed at improving the quality of banking services (Al-Tira and
Al-Hassi, 2023; Kim & Yeo, 2025):

First: Quality control objectives: These objectives are related to the operating principles of
Islamic banks and how they maintain these standards. These standards are formulated for
Islamic banks as a whole and include minimum requirements related to qualities such as
security and customer satisfaction.

Second: Quality improvement objectives: These objectives are often linked to reducing errors
in the provision of banking services, thereby contributing to customer satisfaction.

4.2.2 Dimensions of Banking Service Quality in Islamic Banks

The most important dimensions of banking service quality in Islamic banks can be summarized
as follows:

Maafa & Anan (2024);
Abadi (2024);
Mathuva & Nyangu (2025).

1. Tangibility: This refers to the physical requirements used to deliver the product at the
bank, including the technology and means used, as well as the employees and signage inside
the bank. While not the most important aspect of the service, it is still important because it
affects the bank's operating mechanism and is one of the main components of service quality.

2. Reliability: The bank's ability to accurately and reliably provide banking services and
products, giving customers a sense of security about the services they receive.
3. Responsiveness: The bank's ability to help customers benefit from its services and

products quickly and accurately. It also refers to the bank's speed in responding to customers'
questions and resolving problems in a reasonable amount of time.

4. Reliability: The extent to which the bank commits to consistent performance, delivers
services accurately and correctly from the outset, and fulfills its promises to meet customer
needs on time with minimal errors.

Third: Methodology: Methods and Procedures

A descriptive, analytical approach was adopted to explore the impact of digital
transformation on the quality of banking services at Jordanian Islamic banks. The phenomenon
was described and analyzed by reviewing theoretical literature and previous relevant studies,
as well as by analyzing field data collected from a sample of customers of Jordanian Islamic
banks.

1.3 Study Population and Sample:

The study population consists of customers of three Jordanian Islamic banks: Jordan Islamic
Bank, Safwa Islamic Bank, and Islamic International Arab Bank. A random sample of these
customers was selected, as shown in Table 1. The questionnaire was distributed electronically,
and 279 valid responses were received.

2.3 Tool Stability:

The stability coefficient was calculated using Cronbach's alpha values to determine the internal
consistency of the study tool's axes. Table 2 shows the stability coefficient values for the study
tool's areas and the stability coefficient for the study measures. The alpha values ranged from
a minimum of 0.614 to a maximum of 0.817. All alpha values exceeded the minimum
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acceptable ratio for statistical analysis purposes; an alpha value of 0.60 or greater is considered
acceptable in previous studies. The total value of 0.878 is high.

Table 1: Cronbach's alpha reliability coefficients for the study measures.

Variables Cronbach’s alpha coefficient
Advanced technologies 0.807

Digital infrastructure 0.784

Digital loyalty 0.817

Tangibility 0.728

Security 0.614

Responsiveness 680.

Reliability 0.597

Total 0.878

3.3: Analysis of Study Data and Hypotheses

Results of demographic variables:

Descriptive and analytical statistical methods were used with the SPSS statistical analysis
program to answer the study questions. Arithmetic means and standard deviations were used
to answer the study questions, along with Cronbach's alpha test to ensure the reliability of the

study tool.

First: Analysis of the characteristics of the study sample:

Table 2: Arithmetic mean and standard deviation of the demographic variables.

variable Categories Frequency Ratio
Gender Female 110 39.4
Male 169 60.6
Total 279 100
Age Group Less than 25 45 16.1
25-35 115 41.2
23-45 84 30.1
More than 45 35 12.6
Total 279 100
Educational Qualification High school diploma or lower 20 7.2
Diploma 29 10.4
Bachelor's degree 123 44.1
Master's degree 65 23.2
PhD 42 15.1
Total 279 100
Bank You Deal With Jordan Islamic Bank 120 43
Islamic International Arab Bank | 98 35.1
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Safwa Islamic Bank 61 21.9

Total 372 100
Number of Years Dealing With | Less than 1 year 34 12.2
the Bank

Less than 5 Years 89 319

5-10 105 37.6

More than 10 years 51 18.3

Total 372 100

- The results in Table 2 show that the majority of respondents were male (60.6%), while
females accounted for 39.4%.

- As for the age of the respondents, the largest percentage (41.2%) was between 25 and
35 years old, while the age group over 45 was the smallest (12.6%).

- The results showed that most respondents in the study sample held bachelor's degrees
(44.1%), followed by 23.2% with master's degrees, 15.1% with doctorates, 7.2% with high
school diplomas or less, and 10.4% with diplomas.

- As for the banks with which respondents most often deal, the largest percentage (43%)
deals with Jordan Islamic Bank, 35.1% with Islamic International Arab Bank, and 21.9% with
Safwa Islamic Bank.

- The number of years that respondents had been dealing with the bank was as follows: -
31.9% had been dealing with the bank for less than five years

18.3% had been dealing with the bank for more than ten years
37.6% had been dealing with the bank for five to ten years
12.2% had been dealing with the bank for less than one year
4.3 Results of Averages and Standard Deviations:

The study questions were answered as follows:

1. What is the relative importance of digital transformation in its various dimensions
(advanced technologies, digital infrastructure, and digital loyalty) from the perspective of
Jordanian Islamic bank customers in the study sample?

Table 3: Results of arithmetic means and standard deviations for digital transformation.

Rank Paragraph Arithmetic mean Relativity

1 Digital loyalty 3.68 0.707 High

2 Digital infrastructure 3.68 0.711 High

3 Advanced technologies 3.64 0.729 Medium
Total 3.67 0.619 High

The statistical analysis results in Table 3 showed that digital transformation received a high
importance rating, with an arithmetic mean of 3.67, ranking second after digital loyalty, with
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an arithmetic mean of 3.68. "Digital infrastructure" ranked second, with an arithmetic mean of
3.68, and third, with an arithmetic mean of 3.64, after "advanced technologies." These results
indicate that the study community is interested in digital transformation, as evidenced by the
high relative importance levels of its dimensions. These results are consistent with those of
studies by Al-Shamri and Issawi (2025), Buhaydar and Qarfi (2024), and Saadallah and Al-
Jarhi (2024). These studies highlight the importance of digital transformation and the role of
stakeholders in developing institutions and achieving their goals.

2. What is the relative importance of the quality of Islamic banking services (tangibility,
security, responsiveness, and reliability) from the perspective of Jordanian Islamic bank
customers in the study sample?

Table 4 Results of the arithmetic means and standard deviations for the quality banking services.

Rank Paragraph Arithmetic mean Relativity

1 Tangibility 4.20 0.595 High

2 Safety 3.13 0.650 High

3 Responsiveness 3.66 0.723 Medium

4 Reliability 3.61 0.759 Medium
Total 3.66 0.625 High

The statistical analysis in Table 4 showed that the dependent variable, quality of banking
services, received a high score with an average of 3.66, ranking second after tangibility with
an average of 4.20. "Responsiveness" ranked second with an arithmetic mean of 3.66.
"Reliability" ranked third with an arithmetic mean of 3.61. "Security" ranked fourth with an
arithmetic mean of 3.13. These results indicate that the study community is aware of the role
of digital transformation in achieving quality Islamic banking services, including its impact on
the legitimacy of banking products and services. These results align with those of Ayu et al.
(2024) and Aldofani & Aldofani (2024).

3. What is the impact of digital transformation in its dimensions (advanced technologies,
digital infrastructure, and digital loyalty) on the quality of Islamic banking services (tangibility,
security, responsiveness, and reliability) in Jordanian Islamic banks? To answer this question,
we tested the main hypothesis and sub-hypotheses.

HO: There is no statistically significant impact of digital transformation in its dimensions
(advanced technologies, digital infrastructure, and digital loyalty) on the quality of banking
services in Jordanian Islamic banks, as represented by tangibility, security, responsiveness, and
reliability.

A multiple linear regression test was performed, as shown in Table 5.

This table uses multiple regression analysis to identify the impact of digital transformation on
the quality of banking services in Jordanian Islamic banks. Digital transformation is
represented by its three dimensions: advanced technologies, digital infrastructure, and digital

loyalty. The quality of banking services is represented by four factors: tangibility, security,
responsiveness, and reliability.
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Table 5: Standard multiple regression analysis to identify the impact of digital transformation, represented by its
dimensions (advanced technologies, digital infrastructure, digital loyalty), on the quality of banking services in
Jordanian Islamic banks, represented by (tangibles, security, responsiveness, reliability).

Dependent Model Summary Variance ° Dimensions Regression Coefficient *
of the
Variable Correlation Coefficient of | Degree of freedom | Value Sig F independent Value | Value | Sigt
Coefficient. determination (13} variable B) ®)
RZ
R
Independent | 0.791 0.615 Regression | 3 172.45 | 0.000 | Constant 0913 | 8.21 0.000
Variable
Rest 313 Advanced 0.351 4.15 0.000
Technologies
Total 344 Digital 0.174 | 7.631 | 0.000
Infrastructure
Digital 0.412 | 9.012 | 0.000
Loyalty

* A. Independent variable: Digital transformation in its various dimensions (advanced technologies, digital infrastructure, and digital loyalty).

B. Dependent variable: Banking service quality in its combined dimensions

Table 5 shows that the sub-variables related to digital transformation have a statistically
significant effect on the level of banking service quality, with t-values ranging from 4.15 to
9.012. These values are significant at a 0.05 a level.

It is also noted that the correlation coefficient for the relationship between digital
transformation and the quality of banking services reached R = 0.791, and the coefficient of
determination reached R* = 0.615. This means that digital transformation explains 61.5% of
the variance in the quality of banking services. The calculated F-value was 172.45, which is
significant at the 0.05 a-level.

Based on this, we reject the null hypothesis and accept the alternative hypothesis that there is
a statistically significant effect at the 0.05 significance level for digital transformation
(advanced technologies, digital infrastructure, and digital loyalty) on the quality of banking
services in their combined dimensions in Jordanian Islamic banks.

The sub-hypotheses, based on the study questions, were tested as follows:

HOI1.1:  First Sub-Hypothesis: There is no statistically significant effect of digital
transformation in its various dimensions (advanced technologies, digital infrastructure, and
digital loyalty) on the tangibility of Jordanian Islamic bank customers at a significance level (a
<0.05).

HOI1.1 was tested using simple regression to identify the relationship between digital
transformation and tangibility from the perspective of the study sample. Table 6 illustrates this.

Table 6: Results of the Simple Linear Regression Test to Detect the Impact of Digital Transformation
Represented by Its Combined Dimensions on Tangibility

Dependent Model Summary Variance ° Variable Regression Coefficient *
Variable Correlation | Coefficient of Degree of Value Sig F Value | Value Sigt
. determination freedom (F) B) (t)
Coefficient.
RZ
R
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Independent | 0.697 0.515 Regression | 1 322.877 | 0.000 | Constant 0.856 7.332 0.000
Variable
Rest 313 Digital 0.737 19.452 | 0.000
transformation
Total 344

A. Independent variable: Digital transformation in its combined dimensions

B. Dependent variable: Tangibility

Table 6 shows that the correlation coefficient (R) between digital transformation and tangibility
is positive and amounts to 0.697. This indicates that digital transformation positively affects
the dependent variable, "tangibility." The coefficient of determination (R?) is 0.515, meaning
51.5% of the change in tangibility as a dimension of banking service quality is explained by
digital transformation in its combined dimensions. The calculated F-value is 322.877, which is
statistically significant at a level of 0.000 (less than a < 0.05), confirming the significance of
the regression. Based on these results, we reject the null hypothesis and accept the alternative
hypothesis: there is a statistically significant effect at the 0.05 level for digital transformation,
represented by its dimensions (advanced technologies, digital infrastructure, and digital
loyalty), on tangibility, as perceived by the study sample.

HO1.2: Second sub-hypothesis: There is no statistically significant effect at a significance level
of a < 0.05 for digital transformation in its dimensions (advanced technologies, digital
infrastructure, and digital loyalty) on the security of Jordanian Islamic bank customers
(HO1.2).

HO1.2 was tested using simple regression to identify the relationship between digital
transformation and security from the perspective of the study sample (see Table 7).

Table 7: Results of the Simple Linear Regression Test to Detect the Impact of Digital Transformation on
Security in Terms of Its Combined Dimensions

Dependent Model Summary Variance ° Variable Regression Coefficient *
Variable Correlation | Coefficient of Degree of Value Sig F Value Value Sig t
. determination freedom (F) B) (t)
Coefficient.
RZ
R

Independent | 0.681 0.445 Regression | 1 263.352 | 0.000 | Constant 0.736 5.781 0.000
Variable

Rest 313 Digital 0.781 18.121 | 0.000

transformation
Total 344

The independent variable is digital transformation in all its dimensions.
The dependent variable is security.

® >

Refer to Table 7. The results show that the correlation coefficient (R) between digital
transformation and security is 0.681, indicating a positive relationship. This indicates that
digital transformation has a positive effect on security as a dimension of banking service
quality. The value of the coefficient of determination (R?) was 0.445, meaning 44.5% of the
change in security can be explained by digital transformation. The calculated F-value was
263.352, with a statistical significance level of 0.000 (less than a < 0.05), confirming the
significance of the regression. Based on these results, we reject the null hypothesis and accept
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the alternative hypothesis: there is a statistically significant effect at the 0.05 level for digital
transformation, represented by its dimensions (advanced technologies, digital infrastructure,
and digital loyalty), on security, as perceived by the study sample.

HO1.3: The first sub-hypothesis is as follows: There is no statistically significant effect at a
5% significance level for digital transformation in its dimensions (advanced technologies,
digital infrastructure, and digital loyalty) on the responses of Jordanian Islamic bank customers
(HO1.3).

HO1.3 was tested using simple regression to identify the relationship between digital
transformation and the responses of the study sample, as shown in Table 8.

Table 8 shows the results of the simple linear regression test used to detect the impact of digital transformation,
as represented by its collective dimensions, on the response.

Dependent Model Summary Variance ° Variable Regression Coefficient *
Variable Correlation | Coefficient of | Degree of freedom | Value Sig F Value | Value | Sigt
. determination F) (B) t)
Coefficient.
RZ
R

Independent | 0.722 0.462 Regression | 1 266.123 | 0.000 | Constant 0.612 | 4315 0.000
Variable

Rest 313 Digital 0.799 | 18.231 | 0.000

transformation
Total 344

A. Independent variable: Digital Transformation in Its Combined Dimensions

B. Dependent variable: Response

Table 8 shows a positive correlation between digital transformation in its combined
dimensions and response, with a correlation coefficient (R) of 0.722. This indicates that digital
transformation has a positive effect on response as a dimension of banking service quality. The
coefficient of determination (R?) was 0.462, meaning 46.2% of the change in response can be
explained by digital transformation. The calculated F-value was 266.123, with a statistical
significance level of 0.000 (less than o < 0.05), confirming the significance of the regression.
Based on these results, we accepted the alternative hypothesis that there is a statistically
significant effect at the 0.05 level for digital transformation, as represented by its dimensions
(advanced technologies, digital infrastructure, and digital loyalty), on the responses of
Jordanian Islamic bank customers.

HOI1.4: First sub-hypothesis: There is no statistically significant effect at the 0.05 level of
significance for digital transformation in its dimensions (advanced technologies, digital
infrastructure, and digital loyalty) on the reliability of Jordanian Islamic bank customers
(HO1.4).

HO1.4 was tested using simple regression to identify the relationship between digital
transformation and reliability from the perspective of the study sample, as shown in Table 9.

Table 9 Results of the simple linear regression test used to detect the impact of digital transformation
represented by its combined dimensions of independence.

Dependent Model Summary Variance ° Variable Regression Coefficient *
Variable Correlation | Coefficient of Degree of Value Sig F Value | Value Sigt
determination freedom F) (B) (t)

Received: Aug. 08, 2025 1551



International Journal of Applied Mathematics

Volume 39 No. 1s, 2026

ISSN: 1311-1728 (printed version); ISSN: 1314-8060 (on-line version)

Coefficient. R?
R
Independent | 0.621 0.384 Regression | 1 190.012 | 0.000 | Constant 1.207 8.312 0.000
Variable
Rest 313 Digital 0.671 17.358 | 0.000
transformation
Total 344

A. Independent variable: Digital Transformation in Its Combined Dimensions

B. Dependent variable: Dependability

Table 9 shows that the correlation coefficient (R) between digital transformation in its
combined dimensions and dependability was 0.621, indicating a positive relationship between
the two variables. This indicates that digital transformation has a positive effect on
dependability. The value of the coefficient of determination (R?) was 0.384, meaning 38.4% of
the change in dependability as a dimension of banking service quality can be explained by
digital transformation. The calculated F-value was 190.012, with a statistical significance level
of 0.000 (less than a < 0.05), confirming the significance of the regression. Based on these
results, we rejected the null hypothesis and accepted the alternative hypothesis: there is a
statistically significant effect at the 0.05 level for digital transformation, represented by its
dimensions (advanced technologies, digital infrastructure, and digital loyalty), on reliability
from the perspective of the study sample.

Fourth: Discussion of Results and Recommendations:

Discussion of the results of the main question: What is the impact of digital transformation in
its various dimensions (advanced technologies, digital infrastructure, and digital loyalty) on the
quality of Islamic banking services (tangibility, security, responsiveness, and reliability) in
Jordanian Islamic banks?

Testing the first main hypothesis showed that sub-variables related to digital transformation
have a statistically significant impact on the quality of Islamic banking services. The coefficient
of determination (R?) was 59.2%, indicating that these sub-variables explain 59.2% of the
variance in the quality of Islamic banking services. This enhancement is achieved by
developing a more accessible and reliable service environment, thanks to advanced
technologies such as data analysis and artificial intelligence, which enable accurate tracking of
operations. Modern digital infrastructure provides greater speed and efficiency in processing
customer data, reducing errors and enhancing trust. A digital strategy ensures a commitment
to developing banking services through integrated, intelligent control systems that reduce the
likelihood of errors. This has also been noted in studies by Al-Shamri and Issawi (2025) and
Aldofani and Aldofani (2024).
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