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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 α ≤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. 
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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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 أثز استخذام بزمجياث مزاقبت آداء الأنظمت البنكيت الإلكتزونيت علي تجزبذ العملاء

 : شذا سميز عبذ اللطيف البزغوثيإعذاد

 إشزاف: الذكتورة سلوى البزغوثي

 ملخص الذراست

ش١ا ِع ٘زٖ ا، ذّ ٚاٌرٕافظ ِع اٌثٕٛن الأخشٜ اٌعّلاء اٌّغرصّش٠ٓ الاسذىاص عٍٝعة ع١ٍٙا ٠ ، رطٛسٌىٟ ذرمذَ اٌثٕٛن ٚذ

إدخاي أٚ ذؽذ٠س اٌثشاِط ٚاٌرم١ٕاخ اٌعذ٠ذج تشىً سٚذ١ٕٟ ؼ١س ٠رُ  اٌّّٙح ، ٠عرثش اعرّاد اٌرم١ٕاخ اٌعذ٠ذج ِعشوح شالح،

ِٓ لثً اٌثٕٛن ٌخذِح عّلائٙا ٌٚعزب عّلاء ظذد. أؼذ اٌرطٛساخ اٌؽذ٠صح فٟ ٘زا اٌّعاي ٘ٛ ذٕف١ز تشٔاِط ظذ٠ذ ٠شالة 

تشاِط ٠ثؽس ٘زا اٌثؽس فٟ أ١ّ٘ح ذطث١ك الإٌىرش١ٔٚح اٌرٟ ٠رُ ذٛف١ش٘ا. اٌّظشف١ح خِاٌٍخذ (APM)  أداء اٌرطث١ماخ

الأسدْ ٌذساعح  -. ذشىٍد ع١ٕح اٌثؽس ِٓ عّلاء اٌثٕٛن اٌرعاس٠ح فٟ عّاْ ٖ٘ز ِشالثح آداء الأٔظّح اٌثٕى١ح الإٌىرش١ٔٚح

ٚفش فشطح ِّراصج ٌرم١١ُ وً  ٠ٕفز٘ا ا٢خش ٌُفٟ ؼ١ٓ أْ اٌثعض  ٘زٖ الإداءتعض اٌثٕٛن لذ ٔفزخ  اٌعّلاء وْٛ أْذعشتح 

 .تٕه عٍٝ ؼذج ٚاٌّماسٔح ت١ٓ اٌثٕٛن

. أحٌعّع اٌث١أاخ ِٓ لثً اٌخثشاء ؛ ذُ اعرخذاَ ع١ٕح ذعش٠ث١ح ٌرم١١ُ الاعرث حاٌّغرخذِ جاٌّطٛس ثأحذّد ِشاظعح الاعر

إظاتح. شُ ذُ ذؽ١ًٍ وً عؤاي ٌىً تٕه  1111ٝ اعرعاتح ذّد ذظف١رٙا ٚطٛلاً إٌ 4352 أحأعاد اٌرٛص٠ع الإٌىرشٟٚٔ ٌلاعرث

 .t تاعرخذاَ اخرثاس α≤0.05 ٌرؽذ٠ذ ِغرٜٛ الأ١ّ٘ح الإؼظائ١ح عٕذ

وأد إٌرائط اٌفشد٠ح ٚإٌرائط اٌعّاع١ح ِرفمح عٍٝ إظٙاس ِغرٜٛ عايٍ ِٓ الاخرلافاخ اٌىث١شج ت١ٓ اٌثٕٛن اٌرٟ ذٕفز أداج 

 .اجاٌّشالثح ِماتً اٌثٕٛن اٌرٟ ٌُ ذطثك الأد

؛ ٌزٌه ِٓ إٌّاعة اٌرٛط١ح ترٕف١ز أداج  أْ ذطث١ك ٘زٖ ا٢داج ٌٗ أشش ا٠عاتٟ عٍٝ ذعشتح اٌعّلاءفٟ اٌخراَ ، أ٠ذخ اٌذساعح 

  (APM). ِشالثح أداء اٌرطث١ماخ

  داء اٌرطث١ماخ ، ذعشتح اٌعّلاء ، اٌثٕٛن اٌرعاس٠ح ، اٌخذِاخ الإٌىرش١ٔٚح.آاٌىٍّاخ اٌّفراؼ١ح8 ِشالثح 
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Chapter I 

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 ،عثٛد ٚوٕعاْ  ). 

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  .( ،الأعشض

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. 


