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This study explores the determinants of electronic banking service
usage among Arab Bank customers in Palestine who do not currently
use these services. Adopting a descriptive research approach, a
questionnaire was designed to collect data. The study targeted all
Arab Bank customers in Palestine who are non-users of electronic
banking services. Using a purposive sampling method, 380
questionnaires were distributed, and 337 were retrieved for analysis.

The findings revealed that the overall level of determinants
affecting the use of electronic banking services was high, with an
arithmetic mean of 3.46. The perceived benefits of using e-banking
services were rated at an average level, with amean of 3.  Statistical
analysis showed no significant differences (o < 0.05) in respondents’
perceptions of determinants based on gender, except for the variables
of "lack of human communication” and "lack of banking secrecy."”
Similarly, educational qualifications showed no significant
differences except for "lack of trust” and "resistance to change."
Monthly income levels did not yield substantial differences across
most fields, except for "resistance to change™ and "banking secrecy."
Additionally, the number of banks a customer deals with did not show
significant differences, apart from the "bank secrecy" variable.

These results highlight key areas influencing the adoption of
electronic banking services in Palestine and provide valuable
insights for banks to address customer concerns and enhance service
delivery.
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