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Abstract
This research deals with the role of governance in improving the quality
of electronic banking services provided to customers by applying them to
banks operating in Palestine from the point of view of bank employees.
Through the literature review and the exploratory study, the problem of
the field of study was reached, which is that governance is newly applied in
Palestinian banks, in addition to the fact that the quality of electronic
banking services did not reach the customer’s confidence in order to deal
with it; Therefore, governance has been linked as an independent variable
and the quality of banking services as a dependent variable.
The descriptive approach was relied on in the study, and a field study

was carried out, by distributing a questionnaire to a random sample of
banks. The Arab Islamic Bank, Tulkarm Branch, and Bank of Palestine,
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Tulkarm Branch, were selected from within the study community, which
represents banks operating in Palestine.

This is to determine that there is a relationship between governance and
improving the level of quality of electronic banking services from the point
of view of bank employees, and one of the most important results that were
reached was that the employee’s job position has a relationship in
governance and its impact on improving the quality of electronic banking
services from the point of view of bank employees.

One of the most important recommendations in this study was the
necessity of enacting laws by the Monetary Authority and the commitment
of banks to these laws and the dimensions of governance that protect all
parties to increase customer confidence in electronic banking services and to
protect all parties
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