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Abstract.
The Impact of E-Banking Service Quality on Achieving
Competitive Advantage in Commercial Banks.

Prof. Dr. Sameer Suleiman Al-Jammal.
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The study aimed to examine the impact of e-banking service quality
on achieving competitive advantage in commercial banks operating in Beth-
lehem and Hebron governorates. The descriptive-analytical approach was

adopted, and a questionnaire was used as the primary data collection tool.
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The study sample included commercial banks in the two governor-
ates, where 100 questionnaires were distributed, and 91 were retrieved. Data
were collected using purposive sampling and analyzed through Partial Least

Squares Structural Equation Modeling (PLS-SEM) using Smart-PLS 4.

The results revealed a positive and significant effect of e-banking
service quality on achieving competitive advantage in commercial banks.
Findings indicate that a one-unit increase in service quality enhances com-
petitive advantage by 0.716 units. Additionally, ease of use and the security
of banking services showed a significant positive impact on competitive

advantage.

The study recommended that commercial banks provide continuous
and accessible e-banking services to attract more customers, enhance per-
ceived usefulness of these services, and ensure ease of use-particularly in
login processes-to facilitate both customer engagement and employee oper-

ations.

Keywords: e-banking service quality, Competitive advantage, Com-

mercial banks.
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