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Abstract

This study aimed to identify the impact of using information
technology (hardware« software¢ individualsc networks¢< databases) in
improving the quality of banking services in its dimensions (tangibility«
reliability« response« safety) at Jordanian commercial banks. This study
used the descriptive analytical method, the survey was study tool. The
population of the study the Jordanian commercial banks listed in Amman
Stock Exchange which they are (13) Bank’s, the study sample is a
comprehensive survey sample (110) of the Employees in the general
departments of banks. The researcher reached several results, the most
important of this results are: There is an effect of using information
technology in improving the quality of banking services in Jordanian
commercial banks«< and there is an effect of using information technology
on the tangibility of Jordanian commercial banks¢ in addition to the
presence of an impact of using information technology on the reliability of
Jordanian commercial banks< and the researcher recommended a lot of
recommendations, the most important of this: interest in increasing the

quality of banking services provided in the bank through a mechanism that



depends on the arrangement of the dimensions of quality that appeared in
the study as important factors that take into account when evaluating
customers for the bank’s service« urging the bank’s employees to pay
individual attention to customers when they receive banking services< Bank
employees increase interaction with customers< which increases the

customer's sense of security.
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