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Abstract: In order to reduce costs and boost competitive advantage, managers in financial 

organisations and institutions are often willing to retain client happiness.The majority of 

commercial banks in Jordan provide financial services online. In light of survey questions given 

to 175 customers in Jordan, this study intends to Study the effect of online banking services on 

client satisfaction.. According to the literature analysis, there are six factors that influence how 

satisfied a consumer is with e-banking: cost, ease of use, customization and customisation, 

convenience, privacy, cost, and security. The survey questions asked about these six variables 

and the statistical findings demonstrate a favourable correlation between customer satisfaction 

levels and e-banking usage. Five parameters are positively connected with both e-banking usage 

and customer satisfaction scores. The only factor found to have no impact on consumer 

happiness in Jordan is privacy. 
Keywords: Customer satisfaction, Cranking sector. 

 

1. INTRODUCTION 

 

  

 
To guarantee that promotional activities are efficient in attaining the corporate business goals, proper 

communication with both internal and external customers is essential. Marketing interaction is a continual activity. 

Banking today is entirely different from what it was in the 1960s and 1970s. Only those who are efficient and 

effective are going to survive as the economy transitions from a monopolistic and protective authority to a free 

and liberalised market environment. Adopting effective marketing communication techniques and utilising them 

in an integrated manner are thus vitally necessary given the evolution of client expectations. Messages and 

associated media are used in marketing communication to reach a market. Effective service providers can be 

difficult to find in this cutthroat era of competition. The secret to successful banking may lie in the use of 

marketing communication strategies. Through marketing communication, a bank can educate its customers on the 

many goods and services it provides, foster a favourable perception of the organisation, and improve brand 

recognition. Growing and even maintaining the banks' current market positions will be difficult for them. The 

banks will undoubtedly be able to satisfy their clients and generate profits without neglecting their social 

responsibilities if they adopt a well-thought-out and creative marketing communication strategy that is supported 

by a workable action plan.The days of conducting banking operations in a traditional manner without taking into 

account the influence of a marketing communication strategy on deposit mobilisation and business growth are 
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long gone. Almost all Indian banks now devise unique and creative marketing communication tactics to draw in 

more clients, which automatically translates to more accounts, more revenue, and more profitability. The secret 

to successful banking may lie in the use of marketing communication strategies. Through marketing 

communication, a bank can educate its customers on the many goods and services it provides, foster favourable 

opinions of the organisation, and improve brand recognition. It will be challenging for the banks to grow and even 

to keep their current positions in the market. The banks will undoubtedly be able to satisfy their clients and 

generate profits without neglecting their social responsibilities if they adopt a well-thought-out and creative 

marketing communication strategy that is supported by a workable action plan. The secret to successful banking 

may lie in the use of marketing communication strategies. A bank can increase brand awareness, develop a positive 

perception of the company, and educate its clients about the variety of products and services it offers through 

marketing communication.. Growing and even maintaining the banks' current market positions will be difficult 

for them. If the banks implement an intelligent and innovative marketing communication strategy that is 

underpinned by a feasible action plan, they will unquestionably be able to satisfy their customers and make money 

without ignoring their social obligations.. Banking today is entirely different from what it was in the 1960s and 

1970s. Only those who are efficient and effective will survive as the economy transitions from a monopolistic and 

protective authority to a free and liberalised market environment. The adoption of proper marketing 

communication techniques and the deployment of them through an integrated strategy are therefore very 

necessary; otherwise, it will be impossible for the banks to advance and even preserve their market positions. The 

banks will undoubtedly be able to satisfy their clients and create profits without losing sight of the social 

responsibilities and evolving customer expectations with the help of a well-thought-out and creative marketing 

communication strategy supported by a workable action plan. Messages and associated media are used in 

marketing communication to reach a market. At a time when the market is saturated with identical service 

providers, effective.The secret to successful banking may lie in the use of marketing communication strategies. A 

bank can use marketing communication to inform its customers about a variety of products.. In line with the 

financial reforms, the Indian banking industry must step up its marketing communications efforts to encourage 

more public deposits and increase the amount of loans and advances it offers to satisfy the financial demands of 

businesses and industries. The era in which banking system was operated conventionally without taking into 

account the influence of marketing communication strategy to mobilise deposits and business expansion is over. 

Almost all Indian banks now devise unique and creative advertising tactics to draw in more clients, which naturally 

translates into more accounts, more business, and increased profits and services for the bank. These strategies can 

also help to establish a positive brand image for the bank among clients. 

Customer satisfaction - Customer satisfaction generally refers to how satisfied a consumer is with the decisions they 

made regarding the purchase and use of specific goods and services..CSR A technique through which a company 

expresses and develops its "corporate culture" its social consciousness in today's society is "corporate involvement 

in society," additionally referred to as "company social responsibility" (CSR). 

Banking sector - a network or collection of monetary institutions that offer both commercial and private customers 

banking services. 

2. CUSTOMER SATISFACTION 

 

The concept of customer pleasure has drawn a lot of attention in recent years from the private and public sectors 

alike. Of course, administrators have asked their staff to do surveys on client happiness for their own businesses. 

An analyst or investigator must operationalize the idea in order to gauge consumer satisfaction. More significantly, 

the analyst must make an assumption about the topic matter in order for any measurements to be valid. If the 

analyst wants to do study and evaluation that is applicable to organisational decisions, they must utilise extremely 
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precise conceptualizations of the topic matter (models). We attempt to give the analyst a summary of the client 

fulfilment model in this article. These models are based on a wealth of literature in the field of marketing research. 

Models that incorporate the idea of client happiness in a web of related ideas, including value, quality, 

complainers' behaviour, and loyalty, are included in this body of study. In this essay, we'll refer to these models 

as "macro-models." For considering policy-level consequences of a business's customer satisfaction research, 

macro-models are especially crucial. If the analyst wants to do study and evaluation that is applicable to 

organisational decisions, they must utilise extremely precise conceptualizations of the topic matter (models). We 

attempt to give the analyst a summary of the client fulfilment model in this article. These models are based on a 

wealth of literature in the field of marketing research. Models that incorporate the idea of client happiness in a 

web of related ideas, including value, quality, complainers' behaviour, and loyalty, are included in this body of 

study. In this essay, we'll refer to these models as "macro-models." For considering policy-level consequences of 

a business's customer satisfaction research, macro-models are especially crucial. We conclude by speculating on 

how one sort of public-sector organisation, the community college, might use these ideas, which were initially 

developed for operations in the private sector. Macro-models It will be helpful to define client fulfilment before 

we start talking about it. The following is a commonly accepted definition: "The fulfilling response from the 

customer is satisfaction. It is the conclusion that a characteristic of a good or service or the service or good itself 

has provided (or continues to provide) a pleasurable level of consumption-related contentment, including levels 

of insufficient or excessive fulfilment. In 2007, Oliver. This definition stands out. First off, rather than the 

"customer," the key focus is the "consumer." A client may not be a consumer (i.e., the actual user), although 

traditionally, the consumer utilises an item or service and pays for it. Despite the fact that this nuanced distinction 

is occasionally missed in speech, it affects how a researcher analyses satisfaction. In order to be satisfied with a 

product or service, one must utilise and experience it first (Oliver, 1997). It is unreasonable to anticipate that those 

who spend money on an item or service yet never use them will be as content as someone who does (the customer). 

The word "customer satisfaction" must be understood to refer to user pleasure rather than buyer contentment, 

which can also encompass non-users.. Second, feeling satisfied is something. It is a temporary attitude that can be 

altered under certain circumstances. It is an internal experience for the user and is different from external 

behaviours like product choice, complaining, and repeat purchases. Third, there are frequently thresholds for 

satisfaction at both a lower level (undersatisfaction or insufficiency) and a higher one (excess or over-

fulfillmentThis indicates that if a customer "gets excessive amounts of a good thing," their satisfaction may suffer. 

Many people ignore the possibility of an upper barrier in favour of focusing on the lower threshold. We go to the 

conventional macro-model of client fulfilment with this notion in mind. The model depicted in Figure 1 is this 

one. A lot of the customer satisfaction research conducted over the past ten years has been based on this approach. 

Keep this in mind: 1. Perceived performance frequently deviates from factual or technical performance, 

particularly when a good or service is intricate, immaterial, or when the customer is uninitiated with it. 2. There 

are several sources for comparison standards, and they might differ greatly depending on the person, the 

circumstance, and the kind of goods or service. 3. Observed disconfirmation is the assessment of perceived 

performance in light of one or more benchmarks. Disconfirmation can result in a pleasing outcome when it is 

positive, an unsatisfactory outcome when it is negative, or no outcome at all. 4. A mental & behaviour state is 

being satisfied. The phrase "mixed feelings" is suitable in this situation since a customer can convey differing 

levels of satisfaction in various components of a product of service experience. 5. Consequences of satisfaction 

sentiments can include plans to repurchase, referrals (the consumer telling others in their network how much they 

like or dislike a product or service), and complaints. These results are moderated by additional factors as well. 

Extreme dissatisfaction, for example, may not always lead to complaints, especially if the customer believes that 

condemning will have little effect. 

3. CSR 
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CSR, or corporate social responsibility, has long been a hot topic in business circles as well as worldwide academic 

and professional publications. According to Lee (2007), CSR has evolved over the past 20 years from being a 

trivial and esoteric idea to one of the most widely acknowledged terms in the scientific and corporate worlds. 

There is a tonne of research on CSR, and it is ingrained in many domains, including all associated communicative 

components. In general, CSR refers to an organization's position within and impact on the broader economic, 

social, and ecological environments in which it operates, as defined by Crane and colleagues (2004). No firm can 

afford to behave in opposition to or detached from social concerns & alienate its stakeholders, according to the 

fundamental tenet of CSR (Matten and Moon, 2005). As a consequence, CSR can be seen as a participatory social 

process in which communication is essential (Sorsa, 2008). In actuality, CSR communication is receiving more 

and more attention from both academia and practic. One of the first Special Issues upon CSR communication-

related topics published in the The journal of Marketing and Communication in 2008 (Podnar, 2008) and the 

publication of the first comprehensive handbook on CSR communication in 2011 (Ihlen et al., 2011) may be 

indicators of this, as well as the gradual rise in the number of academic papers on the subject. As evidenced by 

the fact of over eighty percent of FTSE 100 firms revealed CSR-related data in 2008, CSR is evolving from an 

academic field of study to a more transparent form of discourse (Schmeltz, 2012). Ihlen et al. (2011) discovered 

that the literature in CSR messaging is still very light and peripheral relative to the huge body of work on CSR, 

despite the surge in CSR communication challenges in the scientific community. The authors do mention some 

CSR communication research that has been conducted in the leadership and communication fields that may be 

valuable. Whether communication about CSR has had a noticeable impact on the general management literature 

is difficult to determine. Which viewpoint is adopted will determine the resolution. It may be claimed that CSR 

communication has not yet had a big impact on the general academic field if the question is especially about the 

field of communication being cross-fertilized and mentioned (Nielsen and Thomsen, the year 2012). However, 

most of the CSR literature in management, including those on disclosure, reporting, reputation, etc., may logically 

be regarded as being at least somewhat about communication. The latter interpretation is supported by the analysis 

provided in this article along with certain of the articles in the Special Issue. A closer look at the scholarship and 

the selection of the pieces published in this Special Issue reveal that while there are many CSR communication 

papers to choose from, their potential significance in study and practise is highly fragmented. In order to address 

this issue, a Special Issue of CCIJ had been scheduled for the summer of 2009. We learned that a lot of 

professionals and scholars were having problems locating the data, research, and knowledge they required on the 

topic of CSR communication and helped spread the word. The inaugural International CSR Communications 

Conference will be held in Amsterdam in October 2011 as a result of this inspiration. A total of 80 papers were 

sent in to the conference, and the writers represented all four corners of the globe by hailing from more than 30 

different nations. A selection of the top presentations delivered at the 2011 World CSR Communication 

Conference will be featured in this Special Issue. After their initial iterations were presented at the conference, 

each one has undergone scrutiny. However, so as to comprehend how the papers that make up this Special Issue 

might advance the subject of communication about CSR, we made the decision to incorporate a thorough analysis 

and a synopsis of the current body of knowledge in the sector into this editorial. This essay's remaining sections 

are organised as follows: First, we give a brief summary of the most important theories and ideas about CSR 

communication that have been studied in the literature. 

4. BANKING SECTOR 

 

The frequency of financial and financial crises has increased over the last 25 years, which has inspired a great 

deal of study on both the underlying causes of disasters and their impact on the real economy. Understanding the 

connections between future growth with banking sector characteristics, as well as estimating the financial 
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implications of banking industry crises within terms of actual output losses, have dominated almost all of the work 

in this field. In the first line of studies, Levine (1997, 2001) shows how the banking industry's openness and 

economic growth are related. All of these authors (Levine, 1997, the year 1998; Levine, Loayza, as well as Beck, 

2000, and King & Levine, 1993  Demirgu-Kunt & Maksimovic, the year 1998; Rajan & Zingales, the year 1986) 

have stressed how fundamentally important the expansion of the banking industry is to overall economic growth. 

1 Financial crises frequently precede as well as coexist via a significant economic downturn, according to the 

second line of research (see, for instance, Hogart, Reis, as well as Saporta, 2002; Boyd, Kwak, & Smith, for 

example, 2005, and Dell'Ariccia, Detragiache, as well as Rajan (2008); Serwa, 2007 and Kroszner, Laeven, & 

Klingebiel, the year 2007). However, because it is challenging to distinguish between both causes and effects in 

the financial sector-real economy nexus, the literature is less certain about the possibility that the banking sector 

is the primary cause of the economic slowdown (Kaminsky and Reinhart, 1999; Demirg u c-Kunt and Detragiache, 

1997, 2005; Hilbers, Otker-Robe, Pazarbasioglu, as well as Johnsen, 2005). Academics and decision-makers are 

more interested in evaluating macroeconomic measures and the safety of the banking system from a theoretical 

perspective as a result of these empirical findings (Goodhart, Sunirand, as well as Tsomocos, 2006; Benink as 

well as Benston, 2005; Gupta, 2005; Deutsche Bundesbank, 2006; European Central Bank, 2006). Without a 

doubt, this work falls under the following category of research. In fact, we are more concerned about the effect of 

short-term fluctuations in the banking sector on actual growth in output than we are with the long-term effects of 

investment. We similarly possess little interest in investigating the precise circumstances that contributed to the 

volatility of the financial industry, so we make this assumption without investigating the reasons for it. The studies 

in the second research field stated below have a difficulty in that they only take into account the reduction in 

output increase immediately prior to or following the economic downturn, excluding the consequence of the 

banking sector. during periods of economic stability. 2 The fundamental cause of this is the widespread use of 

binary variables that are dependent (crisis vs. non-crisis) by authors. However, using this strategy has a number 

of disadvantages. First of all, bank crises are not common occurrences. Second, it is entirely up to the individual 

to decide what level constitutes a crisis. Lastly, linear variables impose the erroneous notion that a financial sector 

free of a crisis is inevitably sound. The dearth of studies into the effects of the banking industry on the economy 

as a whole at less extreme times is a result of the focus on crisis vs non-crisis periods. It is yet uncertain if "normal" 

declines in the stability of the banking sector, or a degree of volatility that can be regularly observed but does not 

result in a banking crisis, have a substantial effect on GDP. 3 In this study, we add to the existing research by 

empirically determining whether the stability of the banking sector affects the economy as a whole in normal 

times. We are particularly interested in figuring out whether reduced increase in real output in the following 

quarters is a response to a time of banking sector volatility. We evaluate the stability within the financial sector 

based on the likelihood of default. This metric has a benefit of being continual by design and hence reflects a 

continuum of circumstances as opposed to being classed as being in an emergency or not. This is in opposition to 

the approach that frequently employs binary variables in this circumstance. Our approach takes into consideration 

the time-varying unpredictability of a bank's assets, unlike other distance-to-default estimates that have previously 

been used. In matching Aspachs, Goodhart, Tsomocos, & Zicchino (2007), we examine the impact of banking 

sector resilience on actual employment as well as inflation rates in the ensuing quarters using a single vector 

autoregressive models model 4. Yearly data for Eighteen OECD nations from 1980 to 2008 make up our sample. 

Our method is unique in that it allows the production growth variation to be based on the state of the banking 

industry. This is an accurate representation of how the instability of the banking sector affects output growth and 

its unpredictability. 

5. CONCLUSION 

Banks typically learn about and have a complete awareness of the requirements and desires of their clients. The 

relationship between the quality of the banks' services and their customers' pleasure needs more research. To 

determine if electronic financial accounts have an effect on consumer satisfaction, we conducted an empirical 

study. The study's conclusions show that e-banking services and customer satisfaction have a significantly positive 

link. The six variables that have been identified as the effects of electronic banking's impact on consumer 

satisfaction are convenience, cost, privacy, ease of use, personalization and customisation, and security. 

Convenience, cost, usability, personalization and customisation, and security have been demonstrated to have 

good effects in influencing consumer satisfaction in the banking industry. Since the privacy indicator is connected 

with the other variables, it is removed from the model. Future research will, however, concentrate more on 

observations of other countries and analyses of locations in e-banking. The study depicts customer satisfaction in 

Jordanian banks. The investigation could also incorporate other factors to strengthen the robustness of the 

statistical results. 
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