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Abstract

This study aims to highlight the impact of electronic banking services on customer
behavior in Algerian banks operating in eastern Algeria. Based on previous literature
and studies, a theoretical model of the dimensions of electronic banking services was
proposed, comprising ease of use, privacy and security, service cost, interaction, and
service design, as variables influencing customer behavior.

To achieve the objectives of the study, both descriptive and analytical approaches
were adopted. A questionnaire was designed and distributed to a purposive sample
of customers from banking branches operating in eastern Algeria. A total of 296
questionnaires were distributed, then subjected to processing and statistical analysis
using SPSS V26, in addition to structural equation modeling using Smart PLS 4 to
present and analyze the study results and test its hypotheses.

The study arrived at several findings, the most prominent of which is the presence
of a statistically significant effect of ease of use, privacy and security, service cost,
perceived usefulness, interaction, and service design on the behavior of customers
in banks operating in eastern Algeria.

Keywords: Electronic banking services; customer banking behavior; adoption
determinants; Algerian banks.
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Cronbach's Alpha Based on

Cronbach's Alpha Standardized ltems N of Items

922 927 36
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Reliability Statistics
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Cronbach's Alpha Based on

Cronbach's Alpha Standardized ltems N of Items

.887 .892 24

daand) gl jgaal Fliag S W) JL33) 105 aby 3ale

Reliability Statistics
Cronbach's Alpha Based on

Cronbach's Alpha Standardized ltems N of Items

913 918 12

KMO sl : 06 a8, Gale

KMO and Bartlett's Test

Kaiser—Meyer—Olkin Measure of Sampling Adequacy. .739
Bartlett's Test of Sphericity Approx. Chi-Square 645.116
df 21
Sig. .000

Lapal) glaad bil) 2223 Joa3 107 o) 3ala
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Coefficients?

Unstandardized Standardized Collinearity
Coefficients Coefficients Statistics
Model B Std. Error Beta t Sig.Tolerance VIF
1(Constant)  1.002 207 4.850 .000
FACLT -.032- .051 -.036--.628- .531 551 1.816
SECRT 178 .055 172 3.237 .001 .659 1.517
COuUT .034 .039 .045 .861 .390 680 1.471
UTLP .305 .050 350 6.075 .000 556 1.798
RECT -.140- .038 —-.186- - .000 718 1.392
3.662-
DESG 410 .047 439 8.624 .000 713 1.402
a. Dependent Variable: BEHV

A Sl 408 paal) ciladdd) | gaa claad O gy LAY 08 ady (gala

Correlations

FACL1

Pearson

Correlation

.659%*
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Sig. (2-tailed) 0
N 296
FACL2 Pearson .649%**
Correlation
Sig. (2-tailed) 0
N 296
FACL3 Pearson 494 **
Correlation
Sig. (2-tailed) 0
N 296
FACL4 Pearson 387%*
Correlation
Sig. (2-tailed) 0
N 296
SECRT1 Pearson S11**
Correlation
Sig. (2-tailed) 0
N 296
SECRT2 Pearson 355%#
Correlation
Sig. (2-tailed) 0
N 296
SECRT3 Pearson .393%*
Correlation
Sig. (2-tailed) 0
N 296
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SECRT4 Pearson .559%*
Correlation
Sig. (2-tailed) 0
N 296
COUT1 Pearson 430%*
Correlation
Sig. (2-tailed) 0
N 296
COuT2 Pearson 589%**
Correlation
Sig. (2-tailed) 0
N 296
COUT3 Pearson 432%*
Correlation
Sig. (2-tailed) 0
N 296
COUT4 Pearson 563**
Correlation
Sig. (2-tailed) 0
N 296
UTLP1 Pearson S546**
Correlation
Sig. (2-tailed) 0
N 296
UTLP2 Pearson .663**
Correlation
Sig. (2-tailed) 0
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N 296
UTLP3 Pearson S537**
Correlation
Sig. (2-tailed) 0
N 296
UTLP4 Pearson J708% *
Correlation
Sig. (2-tailed) 0
N 296
RECT1 Pearson .631%*
Correlation
Sig. (2-tailed) 0
N 296
RECT?2 Pearson .658**
Correlation
Sig. (2-tailed) 0
N 296
RECT3 Pearson 448%*
Correlation
Sig. (2-tailed) 0
N 296
RECT4 Pearson 563%*
Correlation
Sig. (2-tailed) 0
N 296
DESGI1 Pearson 542%*
Correlation
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Sig. (2-tailed) 0
N 296
DESG2 Pearson 324 **
Correlation
Sig. (2-tailed) 0
N 296
DESG3 Pearson S47**
Correlation
Sig. (2-tailed) 0
N 296
DESG4 Pearson .625%*
Correlation
Sig. (2-tailed) 0
N 296
1& Pearson |
Correlation
Sig. (2-tailed)
N 296
** Correlation is significant at the 0.01
level (2-tailed).
* Correlation is significant at the (0.05
level (2-tailed).

(M\ ‘ﬂjh) ) padal) el O gupm L) :09 é) Gala
Correlations
BEHV BEHV BEHV BEHV BEHV BEHV BEHV BEHV BEHV BEHVI BEHV]1 BEHVI BEH
1 2 3 4 5 6 7 8 9 0 1 2 \Y%
BEHV1 Pearson 1 .339" 153" 477" .546° .631° .679° .437° 587 .422°° .628°° .694°° .744

Correlati

on
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Sig. (2- .000 .008 .000 .000 .000 .000 .000 .000 .000  .000  .000 .000

tailed)

N 296 296 296 296 296 296 296 296 296 296 296 296 296
BEHV2 Pearson .339° 1 .696° .281° .298" .440° .337° .424° .404° 55177 .4027 .524"" .666

Correlati : : ' ' ' : : ' "

on

Sig. (2= .000 .000 .000 .000 .000 .000 .000 .000  .000  .000  .000 .000

tailed)

N 296 296 296 296 296 296 296 296 296 296 296 296 296
BEHV3 Pearson .153" .696° 1 .477° 294" .423° 2067 309" .374" .456"° .400°° .399"" .606

Correlati : : : : : : : : "

on

Sig. (2-  .008  .000 .000 .000 .000 .000 .000 .000 .000 .000  .000 .000

tailed)

N 296 296 296 296 296 296 296 296 296 296 296 296 296
BEHV4 Pearson .477° .281° .477 1 .421° .599° .604° .361° .574° .538°° .663°° .523"" .735

Correlati . ) : : : : : : B

on

Sig. (2- .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000

tailed)

N 296 296 296 296 296 296 296 296 296 296 296 296 296
BEHV5 Pearson .546° .298° .294° .421° 1 .578° 277" 2100 .316° .259°° .340"° 466" .574

Correlati . . . . . . . . -

on

Sig. (2= .000 .000 .000 .000 .000 .000 .000 .000 .000  .000  .000 .000

tailed)

N 296 296 296 296 296 296 296 296 296 296 296 296 296
BEHV6 Pearson .631° .440° .423° .599" .578° 1 .611° .504" .467° .487°° .514™° 487" .769

Correlati : : : : : . . . ”

on

Sig. (2- .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000

tailed)

N 296 296 296 296 296 296 296 296 296 296 296 296 296
BEHV7 Pearson .679° .337° .206° .604° .277° .611° 1 .489° .584" 533" .634"" 627" .744

Correlati : : : : : : ' ' "

on

Sig. (2= .000 .000 .000 .000 .000 .000 .000 .000  .000 .000  .000 .000

tailed)

N 296 296 296 296 296 296 296 296 296 296 296 296 296
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BEHV8 Pearson .437° .424° .309° .361° .210° .504" .489° 1 .561° .554 506" .474 .691
Correlati : : : ' ' ' ' ' °
on
Sig. (2= .000 .000 .000 .000 .000 .000 .000 .000  .000  .000  .000 .000
tailed)

N 296 296 296 296 296 296 296 296 296 296 296 296 296

BEHVO Pearson .587° .404° .374" .574° .316° .467° .584" .561° 1 .626"° .693" .617°" .780
Correlati : : : : : : : : -
on
Sig. (2- .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000
tailed)

N 296 296 296 296 296 296 296 296 296 296 296 296 296

BEHV1 Pearson .422° .551° .456° .538" .259" .487" .533" .554" .626° 1 .614™" .543" .760

0 Correlati . ) ) : : : : : : B
on
Sig. (2- .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000
tailed)

N 296 296 296 296 296 296 296 296 296 296 296 296 296

BEHVI1 Pearson .628" .402° .400° .663° .340° .514" .634" .506° .693" .614"" 1 .780" .816

1 Correlati : : : : : : : : : "
on
Sig. (2= .000 .000 .000 .000 .000 .000 .000 .000 .000  .000 .000 .000
tailed)

N 296 296 296 296 296 296 296 296 296 296 296 296 296

BEHVI1 Pearson .694° .524° .399° .523" .466° .487° .627° .474° .617° .543"" .780"" 1 .815

2 Correlati : : : : . : . . . ”
on
Sig. (2- .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000
tailed)

N 206 296 296 296 296 296 296 296 296 296 296 296 296

BEHV Pearson .744" .666° .606" .735° .574° .769° .744° .691° .780° .760"° .816"° .815" 1
Correlati : : : : : : ' ' '

on
Sig. (2- .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000
tailed)

N 296 296 206 296 296 296 296 296 296 296 296 296 296

**. Correlation is significant at the 0.01 level (2-tailed).
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Descriptive Statistics
Std.
Minimum Maximum Mean Deviation

Statistic  Statistic Statistic Statistic

FACLT 1.25 5.00 3.6444 .64706
SECRT 2.25 5.00 3.7407 .54977
CouT 1.25 5.00 3.3691 .75938
UTLP 2.25 5.00 3.8606 .65533
RECT 1.50 5.00 3.2103 .75766
DESG 1.50 5.00 3.7889 .61079
BEHV 2.17 5.00 3.9428 .56959
Valid N

(listwise)

dgig SV A8 paall cileaddd) ) gaa cfjlaal gé..aﬂ\ Jalasl) 011 eé) Gala
Descriptive Statistics
Minimum Maximum Mean Std. Deviation

Statistic  Statistic Statistic Statistic

FACL1 1.00 5.00 3.8581 76367
FACL2 1.00 5.00 3.8716 .80068
FACL3 1.00 5.00 3.8108 75780
FACL4 1.00 5.00 3.0372 97527
SECRTI1 1.00 5.00 3.9189 71320
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SECRT2 1.00 5.00 3.6385 .84034
SECRT3 1.00 5.00 3.6993 79456
SECRT4 1.00 5.00 3.7061 94498
COUT1 1.00 5.00 3.2804 99784
COUT2 1.00 5.00 3.3818 .88272
COUT3 1.00 5.00 3.1588 1.08540
COouT4 1.00 5.00 3.6554 93310
UTLP1 2.00 5.00 4.0405 .63650
UTLP2 2.00 5.00 3.9966 78329
UTLP3 2.00 5.00 3.8682 79801
UTLP4 1.00 5.00 3.5372 1.01111
RECTI1 1.00 5.00 3.1959 97882
RECT?2 1.00 5.00 3.1520 .88329
RECT3 2.00 5.00 3.5473 73031
RECT4 1.00 5.00 2.9459 1.01369
DESG1 2.00 5.00 3.8615 .61979
DESG2 1.00 5.00 3.7804 .88054
DESG3 1.00 5.00 3.7027 77205
DESG4 1.00 5.00 3.8108 .81387
BEHV1 3.00 5.00 4.1318 .66348
BEHV?2 2.00 5.00 3.7703 79911
BEHV3 2.00 5.00 3.6689 .86270
BEHV4 2.00 5.00 3.9527 .66214
BEHV5 2.00 5.00 3.8378 .88340
BEHV6 2.00 5.00 4.0270 71256
BEHV7 2.00 5.00 4.1824 75946
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BEHVS 1.00 5.00 3.7196 1.05079

BEHV9 2.00 5.00 3.9020 78148

BEHV10 2.00 5.00 3.9628 .80379

BEHV11 2.00 5.00 4.0709 72605

BEHV12 2.00 5.00 4.0878 78485
Valid N (listwise)

O} Sland hagh) Jalatl) 112 a8 3ale

FACL1

Frequenc Valid Cumulative

y Percent Percent Percent

Valid 38lga ye 5 1.7 1.7 1.7
Bady

Gilsa & 12 4.1 4.1 5.7

ulas 44 14.9 14.9 20.6

G3dlge 194  65.5 65.5 86.1

By (38lga 41 13.9 13.9 100.0

Total 296 100.0 100.0

FACL2

Frequenc Valid Cumulative

y Percent Percent Percent

Valid (3ilga e 8 2.7 2.7 2.7
Bl

Gilga & 10 3.4 3.4 6.1
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ulas 38 12.8 12.8 18.9

(adlga 196 66.2 66.2 85.1

B (38)ge 44 14.9 14.9 100.0
Total 296 100.0 100.0

FACL3

Frequenc Valid Cumulative

y Percent Percent Percent

Valid 38lga je 5 1.7 1.7 1.7

Bady

Gilga & 14 4.7 4.7 6.4

ulas 46 15.5 15.5 22.0

G3dlge 198 66.9 66.9 88.9

By (38l 33 11.1 11.1 100.0
Total 296 100.0 100.0

FACL4

Frequenc Valid Cumulative

y Percent Percent Percent

Valid (3ilga e 18 6.1 6.1 6.1

Bl

Gilga e 71 24.0 24.0 30.1

ulas 99 33.4 33.4 63.5

(adlga 98 33.1 33.1 96.6
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By (38l 10 3.4 3.4 100.0
Total 296 100.0 100.0

SECRT]

Frequenc Valid Cumulative

y Percent Percent Percent

Valid (3ilga e 3 1.0 1.0 1.0

Bady

Gilsa e 5 1.7 1.7 2.7

ulas 55 18.6 18.6 21.3

(adlgw 183 61.8 61.8 83.1

By (38)ga 50 16.9 16.9 100.0
Total 296 100.0 100.0

SECRT2

Frequenc Valid Cumulative

y Percent Percent Percent

Valid (3ilga e 9 3.0 3.0 3.0

By

Gilsa e 18 6.1 6.1 9.1

Alas 69 23.3 23.3 32.4

(3dlge 175 59.1 59.1 91.6

By (389 25 8.4 8.4 100.0
Total 296 100.0 100.0
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SECRT3
Frequenc Valid Cumulative
y Percent Percent Percent
Valid  gilge n 7 2.4 2.4 2.4
By
Gilga e 10 3.4 3.4 5.7
ulae 79  26.7 26.7 32.4
(3 169  57.1 57.1 89.5
By (38l 31 10.5 10.5 100.0
Total 296 100.0 100.0
SECRT4
Cumulative
Frequency Percent Valid Percent Percent
Valid = 3% @il 2 3 1.0 1.0 1.0
B e 31 10.5 10.5 11.5
e 77 26.0 26.0 37.5
G s 124 41.9 41.9 79.4
825y (88 sa 61 20.6 20.6 100.0
Total 296 100.0 100.0
CouT1
Cumulative
Frequency Percent Valid Percent Percent
Valid = 58 3850 2 7 24 24 2.4
Gdge 73 24.7 24.7 27.0
s 69 23.3 23.3 50.3
38 5 124 41.9 41.9 92.2
A (380 g 23 7.8 7.8 100.0
Total 296 100.0 100.0
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COouUT2
Cumulative
Frequency Percent Valid Percent Percent
Valid = 58 3850 52 12 4.1 4.1 4.1
3 ge 33 11.1 11.1 15.2
e 92 31.1 31.1 46.3
38 5 148 50.0 50.0 96.3
Bl (38l 5e 11 3.7 3.7 100.0
Total 296 100.0 100.0
CcCOouT3
Cumulative
Frequency Percent Valid Percent Percent
Valid = 325 @il e 26 8.8 8.8 8.8
B e 60 20.3 20.3 29.1
e — 67 22.6 22.6 51.7
8 5 127 42.9 429 94.6
815y (88l e 16 5.4 5.4 100.0
Total 296 100.0 100.0
COUT4
Cumulative
Frequency Percent Valid Percent Percent
Valid 528 3850 2 5 1.7 1.7 1.7
3 e 40 13.5 13.5 15.2
e 47 15.9 15.9 311
8 9 164 55.4 55.4 86.5
815y (88 sa 40 13.5 13.5 100.0
Total 296 100.0 100.0
UTLP1
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Cumulative
Frequency Percent Valid Percent Percent
Valid = Gl 2 3 1.0 1.0 1.0
e — 45 15.2 15.2 16.2
38 5 185 62.5 62.5 78.7
Bl 38l 5e 63 21.3 21.3 100.0
Total 296 100.0 100.0
UTLP2
Cumulative
Frequency Percent Valid Percent Percent
Valid = &l e 19 6.4 6.4 6.4
e — 34 11.5 11.5 17.9
G s 172 58.1 58.1 76.0
815 (38 5 71 24.0 24.0 100.0
Total 296 100.0 100.0
UTLP3
Cumulative
Frequency Percent Valid Percent Percent
Valid = Gl e 23 7.8 7.8 7.8
e 47 15.9 15.9 23.6
8 5 172 58.1 58.1 81.8
815y (88 sa 54 18.2 18.2 100.0
Total 296 100.0 100.0
UTLP4
Cumulative
Frequency Percent Valid Percent Percent
Valid 58 3850 2 10 3.4 3.4 34
Gdge 55 18.6 18.6 22.0
e 26 8.8 8.8 30.7
8 9 176 59.5 59.5 90.2
8%y (88l e 29 9.8 9.8 100.0
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Total 296

100.0

100.0

RECT1
Frequenc Valid Cumulative
y Percent Percent Percent
Valid 3ilga e 14 4.7 4.7 4.7
B2l
Gilsa ye 64 21.6 21.6 26.4
ulas 80 27.0 27.0 53.4
(adlgw 126 42.6 42.6 95.9
Badn (38lge 12 4.1 4.1 100.0
Total 296 100.0 100.0
RECT2
Frequenc Valid Cumulative
y Percent Percent Percent
Valid 38lga je 12 4.1 4.1 4.1
Bady
Gdloa e 53 17.9 17.9 22.0
ulas 116 39.2 39.2 61.1
(adlge 108 36.5 36.5 97.6
Badn (38)ge 7 2.4 2.4 100.0
Total 296 100.0 100.0
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RECT3
Frequenc Valid Cumulative
y Percent Percent Percent
Valid g 33 11.1 11.1 11.1
ilss
ulac 77 26.0 26.0 37.2
(38lse 177 59.8 59.8 97.0
(38lse 9 3.0 3.0 100.0
By
Total 296  100.0 100.0
RECT4
Frequenc Valid Cumulative
y Percent Percent Percent
Valid 38lga je 22 7.4 7.4 7.4
Bady
G8lge & 86 29.1 29.1 36.5
ulas 82 27.7 27.7 64.2
38l 98 33.1 33.1 97.3
By (38l 8 2.7 2.7 100.0
Total 296 100.0 100.0
DESG1
Cumulative
Frequency __ Percent _Valid Percent Percent
Valid il e 12 4.1 4.1 4.1
s 44 14.9 14.9 18.9
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38 5 213 72.0 72.0 90.9
Bl 38l 5e 27 9.1 9.1 100.0
Total 296 100.0 100.0
DESG2
Cumulative
Frequency Percent Valid Percent Percent
Valid = 525 3850 2 7 24 24 24
B e 27 9.1 9.1 11.5
e 31 10.5 10.5 22.0
G s 190 64.2 64.2 86.1
815 (38) 5 41 13.9 13.9 100.0
Total 296 100.0 100.0
DESG3
Cumulative
Frequency Percent Valid Percent Percent
Valid = 325 @8l 2 10 34 3.4 34
Gl e 7 24 24 5.7
e 64 21.6 21.6 27.4
8 e 195 65.9 65.9 93.2
1%y (38l 5e 20 6.8 6.8 100.0
Total 296 100.0 100.0
DESG4
Cumulative
Frequency Percent Valid Percent Percent
Valid = 525 38 5 2 5 1.7 1.7 1.7
Gilse e 15 5.1 5.1 6.8
e 56 18.9 18.9 25.7
38 5 175 59.1 59.1 84.8
Bk 58l 5e 45 15.2 15.2 100.0
Total 296 100.0 100.0
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BEHV1
Cumulative
Frequency Percent Valid Percent Percent
Valid  ul 48 16.2 16.2 16.2
38 5 161 54.4 54.4 70.6
815y (58l e 87 29.4 29.4 100.0
Total 296 100.0 100.0
BEHV2
Cumulative
Frequency Percent Valid Percent Percent
Valid &8s 2 17 5.7 5.7 5.7
e 85 28.7 28.7 34.5
38 5 143 48.3 48.3 82.8
81k (58l e 51 17.2 17.2 100.0
Total 296 100.0 100.0
BEHV3
Cumulative
Frequency Percent Valid Percent Percent
Valid &8s 2 31 10.5 10.5 10.5
e 82 27.7 27.7 38.2
38 5 137 46.3 46.3 84.5
81k (58l e 46 15.5 15.5 100.0
Total 296 100.0 100.0
BEHV4
Cumulative
Frequency Percent Valid Percent Percent
Valid &8s 2 7 24 2.4 24
Al 51 17.2 17.2 19.6
38 5 187 63.2 63.2 82.8
By 38l 5e 51 17.2 17.2 100.0
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Total 296 100.0 100.0
BEHV5
Cumulative
Frequency Percent Valid Percent Percent
Valid = Gilse xe 37 12.5 12.5 12.5
Ao 32 10.8 10.8 23.3
38 5 169 571 57.1 80.4
81k (58l e 58 19.6 19.6 100.0
Total 296 100.0 100.0
BEHV6
Cumulative
Frequency Percent Valid Percent Percent
Valid &8s 2 7 24 2.4 24
e 50 16.9 16.9 19.3
38 5 167 56.4 56.4 75.7
81k (38l 5e 72 24.3 24.3 100.0
Total 296 100.0 100.0
BEHV7
Cumulative
Frequency Percent Valid Percent Percent
Valid &8s 2 7 24 2.4 24
alas 42 14.2 14.2 16.6
38 5 137 46.3 46.3 62.8
Bk 58l 5e 110 37.2 37.2 100.0
Total 296 100.0 100.0
BEHV8
Cumulative
Frequency Percent Valid Percent Percent

277



Valid 58 3850 2 16 5.4 5.4 5.4
Gilge 24 8.1 8.1 13.5
Hae 48 16.2 16.2 29.7
38 9 147 49.7 49.7 79.4
815y (58 se 61 20.6 20.6 100.0
Total 296 100.0 100.0
BEHV9
Cumulative
Frequency Percent Valid Percent Percent
Valid &8s 2 15 5.1 5.1 5.1
e 61 20.6 20.6 25.7
3 5 158 53.4 53.4 79.1
81k (58l e 62 20.9 20.9 100.0
Total 296 100.0 100.0
BEHV10
Cumulative
Frequency Percent Valid Percent Percent
Valid &8s 2 24 8.1 8.1 8.1
e 29 9.8 9.8 17.9
38 5 177 59.8 59.8 77.7
8%y (38l 5e 66 22.3 22.3 100.0
Total 296 100.0 100.0
BEHV11
Cumulative
Frequency Percent Valid Percent Percent
Valid &8s 2 12 4.1 4.1 4.1
e 32 10.8 10.8 14.9
38 5 175 59.1 59.1 74.0
Bk 58l 5e 77 26.0 26.0 100.0
Total 296 100.0 100.0

278



BEHV12
Cumulative
Frequency Percent Valid Percent Percent

Valid = Gl e 14 4.7 4.7 4.7

e — 37 12.5 12.5 17.2

G 5 154 52.0 52.0 69.3

Bl (58 5e 91 30.7 30.7 100.0

Total 296 100.0 100.0
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