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“Intonation”
in the works of Al-Farabi and some Muslim Philosophers
Dr. Khaled Al -Jaber
University of Petra

(Private University)

Abstract

The main purpose of this paper is to investigate a major common error in modern
scientific studies related to Arabic heritage: generalizing judgments on subjects lack-
ing thorough examination.

"Intonation” in Arabic language is only an example of such an error. All research ef-
forts denied the idea that Arabs studied "intonation", or even wrote anything about
it. Amazingly, we find almost all Arab philosophers were aware of intonation, tones,
stress, and its role in expressing the meaning of the sentence.

This paper uncovers such an awareness and discusses - in detail- the Arab phi-
losophers’ efforts regarding intonation, especially Al-Farabi whose studies were

close enough to formulate a theory on it.
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Abu al-Qasim al-Katib
Author of Muntakhab Siwan al-Hikma

Dr Muhammad Ahmad Awwad

Amman University

Abstract

Abu al-Qasim al-Katib is one of the AH 4th centry obscure philosophers. He is
rarely mentioned in the anthologies of Islamic philosophy. His importance lies in his
analysis of the works of the philosopher Abu al-Hassan al-Amiri. He is also most
strongly hailed as being the author of Siwan al-Hikma.

The fact that he has always been shrouded in mystery has promoted this attempt
to put together a biography of his life and work based on the little information avail-

able from sources of the 4th century, especially the works of Abu Hyan al-Tawhidi.
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A Proposed Model to Measure and Evaluate the Inpatient Day Service
Cost Quality in Not-for-Profit Hospitals: An Applied Study.

Dr. Khalil Abu Hashish
University of Petra
(Private University)

Abstract

As the governmental hospitals are non profit organizations and the measures of
the profit-based hospitals can not be used to measure and evaluate the un-
compensated care provided in governmental ones, the problem of this study is how
to measure and evaluate the cost of their activities to make sure that their specific-
purpose fund is used efficiently and their goals are met effectively.

The main purpose of the research is to build up an accounting model with which
the Not-for-profit hospitals cost can be measured and evaluated easily and objective-
ly.

The dependent variable of this study is the "inpatient day service cost” while the
independent variables that influence it are: hospital size quality, stay quality, oc-
cupancy quality, bed turnover quality, physician productivity quality, bed/specialist
quality, bed/resident physician quality, bed/nurse quality, bed/nursing assistant qual-
ity, nurse/specialist quality, nurse/resident physician quality, outpatients quality, in-
patients quality, case mix quality, hospital productivity quality, operation number
quality, hospital death rate quality, and work days quality.

Among the results deduced are:

- There is a negative relationship between the inpatient day service cost and stay
quality, occupancy quality, physician productivity quality, bed turnover quality, hos-
pital size quality, inpatients quality, outpatients quality, death rate quality, hospital
productivity quality and, workdays quality.

- There is a positive relationship between the inpatient day service cost and bed/
specialist quality, bed/resident physician quality, bed/nurse quality, nurse/specialist
quality, nurse/specialist quality, and case mix quality.

- The most important variables that influence the inpatient day service cost are:
physicians, hospital size, case mix, length of stay, and workdays, with a correlation
coefficient equals 0.96798.
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2. J. Mays and V.Hon, Health Financing Model for Jordan: Report from the November 1995

Mission to Jordan (Washington, DC: World Bank and Jordan Ministry of Health, 1996),
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The Effect of Spinal Cord Injury on Familial
and Mrital Status

Dr.Bassam R Kamal

Royal Rehabilitation Center- Amman

ABSTRACT

The aim of this research is to study and analyze the marital and familial
status of spinal cord injuries.

The sample of the study included 150 Jordanian spinal cord injuries who
were admitted to the Royal Rehabilitation Center in Amman between 1983-
1998.

Standardized questionnaires were used to collect data along with so-
cial survey .

The results indicated that :

1. The effect of the injury on marital situation was limited and related to

the severity of the injury.

2. Out of the 150 subjects, (56%) were married before injury. this per-

centage increased to 63.3%.

3. Two patients (1.3%) divorced their wives before the injury. How-

ever, this percentage increased to 7.3% after the injury.

It was suggested that counseling and education regarding marital ad-

. justment were required for people with SCI in Jordan.
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Factors Affecting The Formulation of Jordanian Consumers Attitudes
(Empirical Study on Local and Imported Durable Goods)

Dr Nezam Swiedan
The University of Petra
Department of Business Administration

Abstract

This study aimed to explore formulation of Jordanian consumers’ at-
titudes through empirical research towards local/ imported durable goods
such as: furniture, electrical appliances and electronics etc

A convenience sample was selected to represent Jordanian community (A
1500 unit were collected from three major cities- Amman, Zarqa, Irbid).
Demographic, country of origin, marketing mix elements, reference groups
are the independent variable. Mean, Standard Deviation, One way Anova
and Spearman correlation were selected as appropriate statistical tools to test
the hypothesis. The study reached the following results:

i) The Jordanian consumers hold a strong consumer culture.

i1) Effects of Demographic variables are minor with low correlations.

ii1) Effects of Reference groups show slight evidence.

iv) Jordanian durable goods manufactures lack a clear, well-etablished
marketing strategies. Formulation of Jordanian attitudes constitute of the fol-
lowing:

- Jordanian consumers look for high quality goods which is determined
partly in his/her consumption patterns.

- As for imported durable goods with relation to country of origin, prod-
uct quality is the main determinants.

The study recommends that local manufacturers should adapt well-

planned marketing strategy, especially positioning strategy.
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The Impact of Information Technology on
Achieving A Competitive Advantage in the
Banking Sector in Jordan

A case Study at Islamic International Arab Bank

Prof. Zoheir Elsabbagh
Yarmouk University
Samir Derbas

Sep. 2001

ABSTRACT

The Study aimed at (1) exploring whether information technology (IT) has an im-
pact on achieving a competitive advantage in the banking sector in Jordan, (2) ex-
ploring the relationship between IT and achieving a competitive advantage in the
banking sector in Jordan, (3) exploring to what extent the banking sector in Jordan is
successful in using IT to achieve a competitive advantage, and (4) uncovering the IT
used by the banking sector in Jordan.

The study examined three attributes/dimensions (variables) in order to achieve
a competitive advantage (service quality, financial, and IT). Islamic International
Arab Bank (IIAB) was taken as a case study for the present research.

The most salient findings of the study were: (1) the banking sector in Jordan
Offers most of the products and services offered by any western bank; (2) there were
negative gaps between respondents’ expectations and perceptions in all dimensions;
(3) respondents’ expectations exceeded their actual perception in all dimensions; (4)
the greatest gap was found in the IT dimension (-0.97), followed by the financial di-
mension gap (-0.80), and finally the service quality gap (--.48); and (5) IT was the
greatest impact on achieving a cmpetitive advantage, then come service quality di-
mension and the financial dimension respectively . The study recommends IIAB to
improve its performance regarding all the dimensions investigated, by giving more

attention to the IT dimension.
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Introduction :

Most firms have learned how to deal with periodic changes in markets
demand and in production technologies. The world is continuously chang-
ing, and success means adapting to such change. But what happens when a
firm is suddenly faced with frequent, rapid, unpredictable changes in its
competitive environment. At the heart of these changes are the technological
advances in (IT).

The realization of a competitive advantage may depend at least partly,
on the definition of the market. A business may segment the total market
into smaller markets with particular needs (high customization, fast delivery,
high product specification or other factors). Choosing to focus on such needs
may satisfy the needs of target markets better than any competitor. Com-
petitive advantage can be derived either from having a “cost advantage”, or
from having a “value advantage” , or even a combination of the two. Having
cost advantage means that a firm can produce and distribute its products at a
lower cost than competitors. Value advantage, on the other hand, means that
a firm is able to offer a service or a product, which is perceived to provide
differentiated benefits to customers (greater added value) (proctor 1996,
P.102).

Computers can process information at much lower cost than humans.
Therefore, the cost of processing information in relation to the amount of
output generated from the information system (IS) has declined drastically.
Information-processing technology serves the cause of productivity in two
ways. First, computers perform many of the routine takes that'people used to

perform manually. Second, information- processing equipments allow peo-
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ple to produce output in greater quantities and of better quality. Therefore,
many organizations are using productivity as a tool for achieving com-
petitive advantages. Technology has played a great role in forcing managers
to reevaluate quality. For this reason, (IT) has played a major role in im-
proving service quality in business organizations (i.e. Banks) and in achiev-

ing Competitive Advantages.

Objectives of the study

The study seeks to achieve the following objectives:

1. To explore whether IT has an impact on achieving a competitive ad-
vantage in the banking sector in Jordan.

2. To explore the relationship between IT and achieving a competitive
advantage in the banking sector in Jordan.

3. To assess the extent to which IT is utilized to achieve a competitive

advantage in the banking sector in Jordan.

4. To uncover the IT used by the banking sector in Jordan.

Questions of the Study
The primary questions of the study can be summarized as follows:

1. Does IT have an impact on achieving a competitive advantage in the

banking sector in Jordan?

7 To what level is the banking sector in Jordan successful in using I'T

to achieve a competitive advantage in Jordan?

3. What kind of IT does the banking sector in Jordan use?

11
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Importance of the Study:

As Jordan prepares itself to enter the new information age with a vibrant
and confident spirit to set forth a better and brighter life for its citizens, the
present study comes in a response to this preparation. In addition, it is a re-
sponse to the government’s encouragement to conduct more research in the
field of information technology. It is the first study in Jordan (to the best
knowledge of the researchers) that utilizes the gaps between customers’ ex-
pectation and perceptions.

The study tries to shed light on a very important issue: Should the bank-
ing sector in Jordan invest more in IT? Thus the study tries to explore wheth-
er IT has a positive, negative, or no impact on quality; therefore, on achiev-

ing a competitive advantage.

Data Collection:

A questionnaire was developed and divided into three parts. Part one in-
cludes questions about the demographic characteristics of the respondents
such as gender, age, educational level, monthly income level, type of ac-
count/ product held with Islamic International Arab Bank (IIAB) , and the
period of banking with IIAB. These items are measured by a nominal scale.

Part two evaluates the respondents’ opinions and/or expectations about
the products and/ or services that IIAB should offer. The questions in part
two seek to obtain responses to the following three dimensions:

1. Service Quality Dimension: This dimension is measured through five
sub-elements that are adapted from (Parasuraman, Zeithaml, and Berry

1988). They include Tangibles, Reliability, Responsiveness, Assurance, and

12
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Empathy.

2. Financial Dimension (Pricing Dimension). This dimension is meas-
ured by the fees the bank charges for its services and the profit (%) on de-
posits.

3. Information Technology Dimension: This dimension is measured
through four elements that are adapted from (Tarazi 2001); IT-Reliability,
IT-Availability, IT-Monemization, and IT-Comprehensiveness.

Dimensions in part two are measured using a five-point Likert scale of
agreement. Part three seeks to solicit the respondents to express their opin-
ions and/or perceptions about the products and/or services that IIAB actually
offers.

A total of (250) copies of the questionnaire were personally ad-
ministered to the respondents, out of which (206) were returned and an-
alyzed, which make the response rate (82%). The questionnaires were self-
administered by customers at the customer service offices, investment and fi-
nance offices, and at the tellers’ counters through IIAB branches in Amman,
Irbid, and Zarqa.

The present study concentrates on three main dimensions and their rel-
evance to achieve a competitive advantage (service Quality dimension, Pric-
ing dimension, and Information Technology dimension). The relationship
between these variables is illustrated in figure (1). Competitive advantage is
the dependent variable, since it is the variable of primary interest to the re-
searchers. The financial effectiveness variable and service qualities variable
v voth independent variables, and influence the dependent variable in a

positive way. IT moderates the relationship between service quality and
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achieving a competitive advantage. IT has a strong contingent effect on the

competitive advantage-service quality relationship.

Financial Effectiveness

Independent Variable

‘ Competitive advantage

/ Dependent Variable
B

Service Quality

Independent Variable

T

Moderating Variable

Figure (1) : The Relationship between Variables .

Statistical Techniques Used in Data Processing and Analysis

The Statistical Package for Social Sciences (SPSS/PC+) was utilized to
analyze the collected data. Many statistical techniques were used in data pro-
cessing and analysis such as: Descriptive Statistical Techniques, Cronbach’s

Alpha Reliability Test, Factor Analysis, the T. Test

Information Technology Fundamentals

Information Technology (IT) means the study and use of the artifacts of
the technologies associated with handling information. This includes com-
puters, computer peripheral, data communication and networks that “inx

computers, printing, telephones, radio, television, satellite communication
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and similar technologies, used to create and handle information and knowl-
edge. It also includes how IT artifacts are used to achieve objectives and pur-
poses such as products and services (Maddison and Darnton 1996, P.12)
Computers are an essential part of modern information system, and it is
virtually impossible to study information systems today without knowing
something about them and how they operate. In fact, without computers, itis
unlikely that information systems would even be considered a serious field
of study. The computer plays a major role in Computer Based Information
System (CBIS). Such a system consists of the following elements (Parker
and Case 1993, P.20): Hardware, Software, Data, Procedures, and people.
Information technology is becoming increasingly the key to national ec-
onomic well being, affecting virtually every industry and service. One would
be hard-pressed to name a business that does not depend on the effective use
of information to design products and services, track and respond to market
demands, or make well-informed decisions. Information technology will
change the world more permanently and more profoundly than any tech-

nology so far seen in the history.

Competitive Advantage in Business Organizations

An Organization competitive advantage largely determines its ability to
generate excess returns on capital and links the business strategy with funda-
mental financial and capital markets. At the end, it is an organization com-
petitive advantage that allows it to earn excess returns for its sharcholders.
Creating a sustainable competitive advantage may be the single most im-

portant goal of any organization and may be the most important single attrib-

15



Al-Basaer Vol 7 No. 1

ute on which each organization must place its most focus. (http:/
www.capatcolumbia.com/ValuebsdRsrch/competit.htm)

It is normal to assume that customers will buy from organizations be-
cause they know that these organizations are the best in business. What is
more difficult, is to look at the organization’s operations in terms of how
well it ranks in the minds of potential customers as opposed to competitors.
What matters most are the key attributes customers perceive as most im-
portant when buying what the organization is selling.

Attributes can include information technology, friendly service, price,
speed of service, quality, taste, convenient location, selection, durability, etc.
In addition to that there are other non-customer-related measures of a com-
petitive advantage such as the organization’s productivity and profitability.

True competitive advantage is a profitable and sustainable position. It
exists in the minds of the customers who believe the value they will receive
is greater than the price they will pay for a product or service (www. De-
veloping and Sustaining a Competitive Advantage. Html)

A Competitive advantage can be derived either from having a cost ad-
vantage, or from having “a value advantage” , or even a combination of the
two. Having a cost advantage means that a firm can produce and distribute
its products at a lower cost than competitors. A value advantage, on the other
hand, means that a firm is able to offer a product, which is perceived to pro-
vide differentiated benefits to customers; it has greater added value. (Proctor
1996, P. 102)

The Strategic Value of and IT in the Banking Sector

Advances in IT may lead to new business practices that were not pos-
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sible earlier. A case in point is the strategic alliances among many large ser-
vice organizations. These alliances may be between organizations within the
same industry or between organizations in different industries. For example,
Citibank and American Airlines, and Northwest Airlines and First Bank of
Minneapolis have established an information partnership. American Airlines
awards one mile in its frequent flier program for every dollar spent using the
Citibank credit cards. American and Northwest also have alliances with
MCI, for every dollar of long-distance billing, they award one frequent flier
mile to an MCI customer (Laudon and Laudon 2000, P. 62).

In the case of alliance between airlines, a sophisticated computer res-
ervation system is essential for the partnership, and in the airline-bank al-
liance, linking of computer information system makes the partnership Pos-
sible (Hakseve and others 2000, P. 156)

IT projects justification is not the realm of finance specialists alone.
They must now combine their expertise with that of engineers and managers
when it comes to estimating the economic return of new technological pro-
jects (Riel 1998). The first step in justifying IT investment should be cost
and benefit identification, the cost typologies tool may be used for such iden-
tification. Three categories of costs can be associated with IT projects, tech-
nological cost, system cost and support cost. see figure (2). In the first class,
technological costs are mainly hardware related, and can be considered as I'T
infrastructure. They include the costs of equipments’ studies and technolog-
ical obsolescence.

In the second class, systems costs are more software related; they in-

clude costs from programming, designing, and operating the system that re-
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sults from using the infrastructure. Finally, the third class includes supports
costs, which are indirect costs pertaining to maintenance of both hardware

and software (Riel 1998).

Measurement of Service Quality

Researchers and mangers of service firms concur that service quality in-
volves a comparison of expectations and performance. So service quality is a
measure of how well the service level delivered matches customer expecta-
tions. Delivering quality service means conforming to customer expectations
on a consistent basis. (Lewis and Booms 1983).

Service quality is based on a comparison between what the customer
feels should be offered and what is provided (Parasuraman, Zeitham!, and
Berry 1985). The difference between expected and perceived service is
termed Gap 5. This customer-perceived service quality shortcoming, Gap5,
is the result of four service provider shortfalls (Gap 1 through 4). In IS
terms, gap 1 results from the misunderstanding by IS what clients want,
Gap? arises when IS does not establish appropriate service standards, Gap 3
is the distance between established service quality standards and what IS ac-
tually delivers, Gap4 occurs when IS creates expectations beyond what it ac-
tually delivers. Figure (2) summarizes the key insights gained about the con-
cept of service quality and factors affecting it .

There are three possible results: (a) when expected service (ES) > per-
ceived service (PS), perceived quality is less than satisfactory and will tend
toward totally unacceptable quality, with increased discrepancy between ES

and PS; (b) when ES=PS, perceived quality is satisfactory; ( c) when ES<
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PS, perceived quality is more than satisfactory and will lead toward ideal
quality, with increased discrepancy between ES and PS.

The measurement of Gap 5 has been operationalized in the form SERV-
QUAL (Parasuraman, Zeithaml and Berry 1988), a two-part instrurent. The
first part, consisting of 22 questions for measuring expectations, is bench-
marked in térms of the performance of an excellent provider of the service
being studied. Asking respondents to compare their organizations to an ex-
cellent service provider is the frame established in the generic version of
SERVQUAL. The second part, also containing 22 questions, measures per-
ceptions by framing questions in terms of the performance of the actual pro-
vider.

Underlying SERVQUAL are five dimensions that are used by customers
when evaluating service quality, regardless of the type of service. These di-

mensions are Tangibles, Reliability, Responsiveness, Assurance, and Em-

pathy.
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Figure (2) : Service Quality Model

Source: Parasuraman, Zeithaml and Berry 1985.
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Review of the Related Literature

Research on IT and competitive advantage and productivity has been
disappointing, not only because it has exacerbated apprehension about the
ultimate value of billions of dollars of IT investment, but also because 1t has
raised serious concerns with the measures and methods commonly used for
productivity assessment.

Brynjolfsson (1993) explained the causes of the productivity paradox
and reviewed the principal empirical literature that engendered the term
“productivity paradox” regarding poor IT performance in the economy as a
whole, in the manufacturing sector, and service sector. Brynjolfsson iden-
tified four explanations for the productivity paradox, mismeasurement of
outputs and inputs lags due to learning and adjustment, redistribution and
dissipation of profits, and mismanagement of information and technology.

Lehne (1993) conducted field studies in the use of success factor analy-
sis. The objectives of these studies were to define and measure the success of
the information infrastructure, assess their strengths and weaknesses, and de-
rive adaptive priorities. Success factor analyses were carried out in two com-
panies. The identities of the companies were protected by referring to them
as company A and company B. New database technologies, the use of PCs,
networks, end user tools, etc have not experienced widespread diffusion in
either of the two companies. Both companies used standard software and,
within their limited capabilities, developed their own software as well.

In a study conducted by Hitt and Brynjolfsson (1996), it was reported
that while productivity, consumer value and business profitability are re-

lated, they are ultimately separate questions. Accordingly, the empirical re-
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sults on IT value depend heavily on which question is being addressed and
what data is being used. Their findings indicated that IT has increased pro-
ductivity and created substantial value for consumers. However, these ben-
efits have not resulted in supernormal business profitability.

In a study conducted by Ageel (1996) to uncover the level of utilization
of IS as a competitive tool, and examine IS and IT used in the Arab Jordan
Investment Bank (AJIB), many conclusions were reported regarding the use
of IS and their role as a competitive tool. The main conclusions of the study
were:

1. The environment that surrounds the AJIB was a very competitive one.

2. The AJIB used many operational IS and management reporting sys-
tems in performing its daily work and activities.

3. The AJIB showed a very good level of utilizing IS as a competitive
tool. These systems were found linked to its competitive strategies, and play-
ing strategic roles.

4. The used IS provided the AJIB with a competitive advantage, which
helped increase the value of services offered to clients.

Shore (1996) conducted a study of 24 organizations in the health, in-
surance, and manufacturing businesses in the USA. He asked managers how
they used IT as a strategic tool and how they would use it in the future. Port-
er’s competitive forces framework was used to provide the structure for the
questionnaife. The results suggested that too few firms develop strategic IT
plans, and that this failure may not only inhibit their effective use of IT but
may also undermine their confidence in achieving or surpassing the com-
petitive norms of their industries.

In (1997), Doughman analyzed and designed a human resource in-
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formation system in one of the Jordanian textile companies that deal with the
European and American markets as its customers (Century Wear Company).
Results showed that not all data inputs of the system were used to generate
the output, and that the reports that were generated by the system were not
enough to give the required information needed to help the system achieve
its goals. Also the analysis of the system revealed some mistakes in the sys-
tem processes.

Thomas and others (1997) discussed some of the implications for meas-
uring service quality in the information system context. They found that Ser-
vice Quality (SERVQUAL) model suffers from a number of conceptual and
empirical difficulties. Conceptual difficulties include the operationalization
of perceived service quality as a difference or gap score, the ambiguity of the
expectations construct, and the unsuitability of using a single measure of ser-
vice quality across different industries. Empirical problems, which may be
linked to the use of difference scores, include reduced reliability, poor con-
vergent validity, and poor predictive validity. They suggested that (1) some
alternative to difference scores is preferable and should be utilized, (2) if
used, caution should bee exercised in the interpretation of IS-SSERVQUAL
difference scores, and (3) further work is needed in the development of
measures for assessing the quality of IS services.

Although showing recent signs of advance, the existing IT literature still
relies heavily on case studies, anecdotes, and consultants’ frameworks, with
little soiled empirical work or synthesis of findings. Few studies have meas-
ured customers’ expectation and perceptions in the banking sector in Jordan,
but none of them have analyzed the gaps between expectations and per-
ceptions. Some of the studies have analyzed existing information systems

and proposed new systems. The poor performance of IT in the service sector
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these dimensions, and their impact on achieving a competitive advantage at
IIAB.

All service quality Dimension elements are felt to be important by the
majority of the respondents (they have high expectations), since all of the
clements’ means scored between 4 and 5, in particular reliability of the
bank’s services, assurance and tangibles, as shown in Table (3). The least
important elements are empathy and responsiveness (ranked 5 and 4). The
findings show that customers attach more importance to the reliability of the
bank’s services and assurance of staff. This reveals that, customers feel that
it is important to have their services on a timely basis. In addition, customers
are aware of the ethical behavior and trustworthiness of staff, this can be at-
tributed to the nature of the bank as an Islamic bank. This means that many
customers are dealing with the bank because it is an Islamic institution. High
expectations are also given to the parking facilities.

When asked to evaluate the service quality dimension, the respondents
are generally satisfied with the service quality proVided by IIAB. The rank-
ing of factors shows differences between expectations and perceptions. The
gap between expectations and perceptions of parking facilities is (-1.76).
This may be explained by the locations of the various branches. Most
branches are located in city centers of crowded areas where access (o these
branches is not easy. Customers are most likely to drive to their branches

and need parking facilities.
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free-of-charge phone banking number so as to encourage customers to ad-
vantage of this service.

Although IIAB began its operations in the month of February 1998, its
customer base is increasing every year. The data shows that (21.4%) of the
respondents have a banking relationship with IIAB for more than three

years, (23.8%) between 2-3 years and (28.2%) between 1-2 years.

Item Category Frequency Percentage
A: Type of Ac- | Current Account 173 83.0
count or service | Saving A ccount 59 28.6
Time Deposit Account 32 15.5
Specified Investment 33 16.0
Account
One-time Murabaha 17 83
Allowances 23 11.2
ATM Banking 77 37.4
Phone Banking 53 25.7
B: Period of Others 5 2.4
Banking Less than one year 55 26.7
1 - less than 2 years 58 28.2
2- 3 years 49 23.8
More than 3 years 44 214

IteNote: N = 206.
* The percentages add to more than 100% due to multiple accounts and/or services.
Service Quality Dimensional
The questionnaire used in the present study aimd to measure three main
dimensions; service quality dimension, financial dimension, and IT dimen-

sion. In the following sections we will discuss how the respondents perceive
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Table : (3) Mean Scores and Ranking; Expectations and Perceptions of

Service Quality Dimension

Dimension Expectations Perceptions [ )
A
Elements Mean| S.D. | Rank | Mean | S.D. | Rank Gap | Rank ~
Score Score
Tangibles 4261 0.81 3.89 | 0.96 -0.37
- Appearance of
the building &
interior decor
- Parking facil- | 4.56| 0.64 2.80 | 143 5 -1.76
ities
- Average Value. | 441 | 0.53 3 335 | 098 -1.06 1
Reliability of the | 4.63| 0.66 1 4.00 | 0.81 3 -0.63
Bank’s Services 2
Responsiveness
-Responsiveness | 4.20| 0.92 413 | 0.77 -0.07
to customer in-
quiries
-Helpfulness of | 4.60 | 0.68 436 | 0.70 -0.24
staff ~ Average| 440| 0.67| 4 4.24 | 0.65 2 -0.16 5
Value
Assurance
-Ethical behavior | 4.76 | 0.61 4.26 | 0.76 -0.50
of staff
-Trustworthiness | 448 | 0.66 4291072 -0.19
of staff
Average Value 462] 052 2 4.27 ] 0.63 1 -0.35 3
Empathy
-Staff Knowing | 4.08| 0.95 3.88 1 0.86 -0.20
coustmers needs
-Convenience of | 4.05 1 3.84 | 0.96 -0.21 )
working hours
Average Value 407 076 5 3.86 | 0.81 4 -0.21 4 s
- Service Quality | 4.42] 045 394 | 0.58 -0.48
Dimension

"A: Rank for the major group of items.
Mean : (4 - 5) Hi, (2-4) Moderate, (Less than 2 ) Low.
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The widest gap between expectations and perceptions is in the tangibles
factor (-1.06), more specifically in the parking facilities factor (-1.76). It
means that [IAB management has to be aware of the parking facilities
through better planning for its branches’ locations. While the narrowest gap
is found in the responsiveness factor (-0.16). This may be explained by the
fact that the bank conducted many training courses for its staff on the subject
of “Dealing with Customers”, with the bank’s management emphasis on the
responsiveness to customers needs. With respect to the appearance of the
buildings and interior decoration, it is worth mentioning that the bank is s
member of the Arab Bank Group and uses standard design for all of its
branches.

Further consideration of the mean of each element of service quality in-
dicates a number of gaps between expectations and perceptions. Overall, ex-
pectations are higher than perceptions. In that there is a room for improve-
ment. Expectation’s mean score for the service quality dimension is (4.42),
while the perceptions’ mean score is (3.94), Which reveal a negative gap of

(-0.48).

Financial Dimension

Table (4) shows the mean scores and ranks for major financial dimen-
sion elements. Customers have a moderate satisfaction (perception)with re-
spect to financial dimension elements. Most customers indicate that all fi-
nancial dimensions elements are important, especially “ the commissions
and fees charged on services” element, with a mean score of (4.46). This is

considered high in importance, then comes “ profit percentage on deposits”
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and “profit percentage charged on financing services” elements, with a
mean score of (4.32) each. Customers see the later two elements are equally
important.

Customers attach equal importance to the profit percentage charged on
financing services. Islamic banks offer many financing products and services
that are slightly different from those offered by commercial banks They offer
one-time-Murabahs, Allowances in Murabaha, Participation (Musharaka),
Leasing, Mudarabah, Salam and many other products and services. The prof-
it percentage charged on these products and services differs with the period
of repayment, method of repayment, nature of the project and other factors.
Customers are generally slightly satisfied with the financial dimension ele-
ments. The perception’s mean score is (3.64) for “commissions and fees
charged on services” element, (3.60) for “profit percentage on deposits” ele-
ment, and (3.45) for “profit percentage charged on financing services” ele-
ment.

When comparing customers’ expectations and perceptions, a number of
gaps are discovered. The widest gap is in the “profit percentage charged on
financing services” element (-0.87). This may be explained by the fact that
IIAB charges a relatively high percentage on financing services, which is
due to the limited opportunities to earn revenues. In addition, IAB man-
agement is committed to distribute a relatively high percentage on deposits.
Therefore it 1s worth noting that the narrowest gap is attached to the “profit
percentage on deposit” element (-0.72). This means that customers are satis-
fied with this element. The expectations mean score of financial dimension

element is (4.37), while the actual perceptions ? mean score is (3.56), with a
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resulting gap of (0.81). This gap is greater than the service quality dimension
gap, Which is (-0.48)(see Table 3). This means that IIAB management has to
think in new ways to make improvements in the customers” actual per-
ceptions of the financial dimension.

Table (4): Mean scores and Ranking: Expectations and Perceptions

of Financial Dimension

Dimension Expectations Perceptions

Gap | Rank”
Elements Mean| S.D. | Rank | Mean | S.D. | Rank P

Score Score

Commissions 446 | 0.74 1 3.64 | 1.02 1 -0.82 2
and fees charged
on services

profits per- | 4321 0.7 2 3.60 | 0.94 2 -0.72 3
centage on de-
posits

Profits per- | 4.32} 0.85 3 345 | 094 3 -0.87 1
centage charged
on financing ser-
vices

Financial Dimen- | 4.37| 0.65 3561 0.82 -0.81

sion

Mean: (4-5) Hi, (2-4) Moderate, (Less than 2) Low.

Information Technology Dimension

The service quality dimension expectations/perceptions gap is (-0.48)
(Table 3) while for the financial dimension the gap is (-0.80)(Table ), while
the greatest gap is in the information technology dimension, which is (-0.97)

as shown in table (5). The information technology dimension 18 categorized
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into four major elements; the reliability of IT, the availability of IT, the mod-
ernization of IT, and the comprehensiveness of IT. Each will be discussed in

more details as shown in table (5).

The Reliability of IT

Since customers give great attention to deposit their money in a bank
that uses reliable IT, the majority of the respondents feel that the reliability
element of IT is very important with a mean score of (4.48).

Since the usage of ATMs is more popular than the usage of the phone
bank service, respondents give more attention to the reliability of ATM fac-
tor with a mean score (4.54). while the reliability of phone bank factor mean
score is (4.42) as shown in table (5).

The expectations mean score for the reliability element is (4.48). When
asked to evaluate their perceptions of the reliability element, the respondents
attache a moderate mean score for this element (3.85) . This may be ex-
plained as some respondents have encountered some difficulties with the
ATM and phone bank services because both services depend on telephone
lines and sometimes communication may be lost.

The respondents “expectations are higher than their perceptions. This re-
sulted in a negative gap of (-0.63). This gap is the smallest gap among other

IT dimension elements.
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Table (5) : mean Scores and Ranking : Expectations and Per-

ceptions of IT Dimension

Dimension Expectations Perceptions
' Ga Rank *
Elements Mean| S.D. | Rank | Mean | S.D. | Rank P
Score; Score

Reliability of IT
_Reliability of | 454 0.76 3.84 | 1.01 -0.70
AT™M
-Reliability —of | 442| 0.82 3.86 | 0.93 -0.56
Phone bank 4481 0.72 3 3.89 | 0.89 1 -0.63 4
Availability ~ of
IT
-Availability of | 4.67| 0.72 4.03 { 0.90 -0.64

Inter-branch  in
local currency

-Availability of | 438 0.82 2.84 | 1.26 -1.54
inter branch in

all currencies
453 0.06 2 3.44 | 0.82 3 -1.09 2

Modernization of

IT

-Updating com- | 4.51| 0.76 372 | 098 -0.79
puters & net-

works : -0.97
-Following up| 4.59| 0.71 3.62 | 0.97

technological de-

velopment

4551 0.65 1 3.67 | 0.89 2 -0.88 3

Comprehensive | 404} 092 4 276 | 1.15 4 -1.28

ness of IT
IT Dimension 440 0.54 343 | 0.67 -0.97

A: Rank for the major group of items Mean: (4-5) Hi, (2-4) Moderate, (Less than 2} Low.
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The Element of availability of IT is assessed by the technologies as-
sociated with the availability of the Inter-branch service in local currency
and the Inter-branch service in all currencies. The Inter-branch service al-
lows customers to make most of their transactions by any of the bank’s
branches irrespective whether it is the customer branch or not.

The Respondents’ expectations of the availability element are higher
than the reliability element, with a mean score of (4.53). This means that the
respondents attach more importance to the availability element than the re-
liability element. When asked to evaluate their perceptions, the respondents
are slightly dissatisfied with the availability element with a mean score of
(3.44) It 1s worth mentioning in this regard that IIAB offers the Inter-branch
service only in the local currency (Jordanian Dinar). For this reason there is
a wide gap of (-1.54) between the respondents’ expectations and perceptions
regarding the availability of the Inter-branch service in all currencies which
is the widest gap among all IT dimension elements. The gap of the avail-
ability of IT element is the second widest gap among IT dimensions ? ele-

ments, which 1s (-1.09).

Modernization of IT

Because of the rapid and frequent changes in the field of information
technology the the respondents see that it is very important for the bank to
make a frequent modernization to the information technology it uses. The re-
spondent ?s perceptions regarding the modernization element are relatively
moderate (3.67), while their expectations scored (4.55) the gap in this ele-

ment is (-0.88), and rank number 3 among other IT gaps. Although frequent
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modernization of IT is expensive, IIAB has to investment more in modern-

ization and developing its information technology.

The Comprehensiveness of IT

Most customers prefer to deal only with one bank, and prefer the bank
that offers a wide range of products that meet their needs. The com-
prehensiveﬁess of IT element is seen very important by most of the re-
spondents with a mean score of (4.04).

Since IIAB doesn?t offer some of the modern IT-based products such as
Internet Banking and Visa Electron cards, customers’ perceptions regarding
the comprehensiveness of IT element is relatively low with a mean score
(2.76). As a result the greatest gap is found in the comprehensiveness of IT
element (-1.28).

IJAB should expand its IT-based product line by adding more products
such as Internet banking service, home banking, visa cards service, visa elec-
tron cards ... etc. Thus the bank can generate incremental profits, satisfy cus-
tomers who complain about the missing items in the IT-based product line,
and be the leading full-line bank. By doing so, IIAB can have an advantage

over it’s competitors.

Reliability Analysis

In order to determine the consistency of the respondents’ responses to
the items in the questionnaire, the interterm consistency reliability test
(Cronbach’s coefficient alpha) was used. Because of the multidimensionality

of the competitive advantage construct, coefficient alpha was computed sep-

35



Al-Basaer Vol 7 No. 1

arately for the three dimensions of competitive advantage used in the present
study (Service Quality Dimension, Finanéial Dimension, and IT Dimension)
to ascertain which items making up each dimension shared a common core.
As shown in Table (6), the reliability coefficients for expectations and
perceptions seem to be consistently high across the various dimensions. The
alpha (Cronbach’s alpha) coefficients for expectations range from (0.684)
for financial dimension to (0.802) for information technology dimension.
The reliability coefficients for perceptions are also high and range from
(0.800) for financial dimension to (0.839) for information technology dimen-
sion. The highest alpha coefficients are within the IT-dimension items for
both expectations and perceptions. Overall, coefficients are (0.843), (0.891)
for expectations and perceptions respectively. It could be argued that the
above results indicate high internal consistency among elements within each

dimension.

Table (6): Reliability analysis (Cronbach’s Alpha)

Dimension Expectations Perceptions
Service Quality 0.751 0.804
Financial 0.684 0.800
Information Technology 0.802 0.839
All Dimensions (Overall 0.843 0.891
Coefficient)

The Perceived Values of All Dimensions
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Table (7) shows the perceived values (difference scores or the gaps
between the respondents’ expectations and perceptions) for all dimensions. It
can be noticed that all these values are negative, which means that
customer’s expectations exceed actual perceptions for all dimensions. It
implies that ITAB has to improve its performance in all dimensions.

The greatest gap is observed in the information technology dimension (-
0.97). The financial dimension gap is (-0.80), and finally comes the service
quality dimension (-0.48). Within the IT dimension items, the greatest gap is
in IT-comprehensiveness (-1.28), while the smallest gap is in IT-reliability (-
0.63). This means that the IT used by ITAB such as ATMs and phone bank is
relatively reliable, but customers demand a wide range of IT-based products
such as Internet banking, Visa Electron card?etc. in order to be able to con-
centrate their dealings with IIAB.

In order to determine whether there are significant mean differences be-
tween the respondents’ expectations and perceptions, a t-test was conducted.
Table (8) presents the results of the t-test. It has been found that there are
significant fnean differences between the respondents’ expectations and per-
ception in all dimensions, these results support the negative gaps found in ta-
ble (7).

The respondents have higher expectations than what they actually per-
ceive regarding all dimensions, so there are many areas where improvement

is needed, especially in the IT-dimension elements.
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Table (7): The Gaps between the Respondents’ Expectations and

perceptions ( Perceived Values)

Dimension Perceived Value

Service Quality

Tangibles -1.06
Reliability -0.64
Responsiveness -0.16
Assurance -0.34
Empathy -0.21
Information Technology

IT-Reliability -0.63
IT-Availability -1.09
IT-Modernization -0.88
IT-Comprehensiveness -1.28
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}
{ Table (8): The Relationship between the Respondents’ Expectations and

Perceptions
-
Dimension Expectations | Perceptions
| Mean | S.D. [Mean [S.D. | T | P
» Service Quality
Tangibles 441 10.528| 3.34 | 0.980 |13.6410.000
Reliability 463 10.662] 3.99 |0.811 }9.16 {0.000
Responsiveness 439 [0.671 4.24 | 0.649 | 2.54 |0.012
| Assurance 461 [0.524| 4.27 |0.628 | 6.20 10.000
Empathy 4.06 [0.764| 3.86 | 0.809 | 3.05 |0.003
Average Value 442 10.450| 3.94 | 0.576 | 9.90 |0.000
Financial 4,36 ]0.652| 3.56 | 0.818 |11.53{0.000
Information Technology
IT-Reliability 448 |0.719| 3.85 | 0.887 | 8.80 |0.000
| IT-Availability 452 |0.644| 3.43 |0.824 |15.95]0.000
IT-Modernization 4,55 [0.650| 3.66 | 0.893 112.47}0.000
IT-Comprehensiveness 403 (0915 2.75 | 1.52 }12.980.000
Average Value 4.40 |0.544| 3.42 | 0.757 {15.97 |0.000
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Analysis of the Gaps between the Respondents’ Expecta-
tions and Perceptions

To analyze the gaps between the respondents’ expectations and per-
ceptions for the major three dimensions categories ,factor analysis was used

The results of factor analysis are presented in table (9).

The service quality dimension category contributes in achieving a com-
petitive advantage by (10.419%), the financial dimension category by
(8.862%), while the information technology dimension category by
(32.416%). Since information technology occupies the greatest importance
in the respondents’ minds, it has the greatest impact on achieving a com-
petitive advantage in the banking sector in Jordan. Today, customers are
more sophisticated than ever before, and well aware of the information tech-
nology revolution. These dimensions have an effect on achieving a com-
petitive advantage at IIAB by only (51.697%). There may be other dimen-
sions that may affect achieving a competitive advantage at IIAB not included
in present study, such as non-customer related dimensions like profitability

and productivity.
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Table (9) Factor Analysis

Service Quality Dimension

Reliability coefficient = 0.7802 | Variance coefficient = 10.419 %

Factor Loading

Statements
- Appearance of the building & interior decor 0.571
- Parking facilities 0479
- Reliability of the bank’s services 0.1
- Responsiveness to customers inquiries 0.655
- Helpfulness of staff 0.405
- Ethical behavior of staff 0.487
- Trustworthiness of staff 0.683
- Staff Knowing customers needs 0.731
- Convenience of working hours 0.684
Financial Dimension
Reliability coefficient Variance coefficient = 8.862% | Factor Loading
Statements
- Commissions and fees charged on services 0.467
- Profits percentage on deposits 0.649
- Profits percentage charged on financing services 0.528
Information Technology Dimension
Reliability coefficient = 0.8257 | Variance coefficient = 32.416% | Factor Loading
Statements
- Reliability of ATM 0.744
- Reliability of phone bank 0.843
- Availability of inter-branch 0.415
- Availability of inter-branch in all currencies 0.773
- Updating of computers & networks 0.415
- Following up technological development 0.406
0.626

- Comprehensiveness of IT
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The main findings to the study are summarized as follows

-The majority of the respondents feel that all service quality dimension
elements are very important.

-The ranking of service quality dimension shows differences between
the respondents’ expectations and perceptions.

-Most of the respondents indicate that all financial dimension elements
are important, while they have a moderate satisfaction with them.

-The respondents attach more importance to the reliability of ATM ser-
vice than the reliability of the phone bank service.

-The respondents expectations exceed actual perceptions for all dimen-
sions, as a result, negative gaps are found in all of the dimensions in-
vestigated.

-The greatest gap is found in the IT dimension (-0.97). The financial di-
mension gap is (-0.80), while the service quality gap is (-0.48).

-The service quality dimension, financial dimension and IT dirmension
contribute in achieving a competitive advantage.

-The Respondents are found generally satisfied with the service quality
provided by IIAB.

-Information technology has an impact on achieving a competitive ad-
vantage in the banking sector in Jordan.

-Although the present study has been conducted in a financial in-
stitution, the financial dimension has the weakest impact on achieving a

competitive advantage.
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Recommendations

* JIAB management is recommended to be aware of the parking facil-
ities and branches’ locations.

* IIAB is recommended to reevaluate the profit percentage that it charg-
es on financing services.

* JIAB is recommended to improve the ATM service by increasing the
number of ATM machines and solving the lost communication
problem.

* TIAB is recommended to make frequent updating and modernization
to its IT in order to keep pace with customer’s needs and wants.

* JIAB is recommended to extend its IT-based product line by adding
more products such as Internet banking, home banking, visa
cards service.

* IIAB is recommended to improve its performance regarding all the di-
mensions investigated (service quality, financial, and IT), while

giving more attention to the IT dimension.
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