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Abstract

For banks to advance and develop, they must capitalize on investing customers and compete
with other banks. In keeping up with this task, adoption of new technologies is an uphill
battle as new software and technologies are routinely introduced or upgraded by banks to
serve their customers and to attract new ones. One of the recent advances in this area is
implementation of new software monitoring the performance (Application Performance
Monitoring Tool — APM) of the e-banking services being provided. This research examines
the significance of implementing such a monitoring solution. The research sample was
constituted from commercial bank customers in Amman-Jordan to examine their customer
experience since some banks have implemented the monitoring whilst others have not which
provided an excellent opportunity to evaluate each individual bank and to compare between

banks.

The developed questionnaire used to collect data was reviewed by experts; a pilot sample
was used to evaluate the questionnaire. Electronic distribution of the questionnaire returned
2504 responses which were filtered down to 1311 responses. Each question was then
analyzed for each bank to determine the level of statistical significance at a <0.05 using t-

test.

The individual results and the collective results were in agreement showing a high level of
significant differences between banks implementing the monitoring tool vs. banks that did

not apply the tool.



In conclusion the study concluded that the implementation of an APM has a positive impact
on customer experience; therefore it is appropriate to recommend the implementation of the

Application Performance Monitoring Tool (APM).

Key Words: Application Performance Monitoring, Customer Experience, Commercial

Banks, e-Services.
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Chapter |

1.1 Introduction

The performance of electronic banking (e-banking) services is one of the most important aspects
of contemporary Customer Relationship Management (CRM) approach that has sparked the
attention of professionals and researchers in the services industry in general and in the banking

vertical, and banking services arena especially.

Lately, the importance of the service industry is growing at an unprecedented rate, and this came
tightly coupled with the growing expectations of customers towards the quality of the
performance of the services provided, additionally, the acute competition forced organizations to
provide outstanding services to surpass their competition through adopting purposeful marketing
strategies that aim to obtaining positive customer experience and satisfy their needs and hence,

gain their loyalty (Aboud & Kanaan, 2012« (xS 5 3 5c).

All banks have continuously been working on obtaining the best customer experience through
satisfying their different wants and needs, this stemmed off their realization that positive
customer experience leads to customer loyalty which makes them regular customers, and from
this point, banks have been working on providing their e-banking services through state-of-the-
art software’s for the sake of customer’s positive experience, and thus created a highly

competitive environment (Al-Araag, 2013 «z_=¥)).

The evaluation of a bank’s performance by its client is based on the quality of the services being
provided, and consequently, banks are seeking to continually improve and enhance their services

in-line with customer needs in order to keep up with the changes in the surrounding environment.



