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to us that many banks and financial institutions, in today's
world, find themselves unable to develop and grow, and the
reason for this is due to the waste of human and material
resources, and the failure to apply modern or correct
scientific administrative methods as a result of confusion in
responsibilities and conflict of powers among various
departments, in addition to the poor quality of banking
performance and consequent dissatisfaction of all parties
requesting banking services on one hand, and the short
vision and inability to develop at its various social, economic
and administrative levels on the other hand. The surveyed
organization can achieve leadership in the quality of its
banking performance, through a number of different policies
and procedures that it follows in order to achieve its goals,
and perhaps adopting a governance strategy is the most
effective way to succeed, and for this importance we tried in
this research to identify the nature of the impact of
governance on the quality of banking performance. Through
four sections, the first topic focuses on the scientific
methodology of the research, while the second topic focuses
on the theoretical side and divided into two paragraphs. The
third topic is to diagnose the reality and importance of the
variables investigated in the light of the answers of the
sample members, as well as analyzing the degree of
influence between the independent and dependent variables
in a way that helps test the main hypothesis from and goal of
the research. Finally, this research will enhance the
knowledge and provide recommendations about the
governance field.

Abstract:
The main purpose of this research is to clarify
the nature of the governance variable impact with its
dimensions (transparency, accountability, participation) on the
quality variable of banking performance represented by its
dimensions (creativity, job satisfaction, customer satisfaction).
As governance constitutes one of the factors affecting the
quality of banking service and plays a major role in raising the
level of business organizations performance. The quality of
banking performance is also one of the most prominent factors
affecting the development of those organizations, and the
research problem indicated that there is a clear deficiency in
the awareness of the individuals in the surveyed sample
towards the relationship between governance and the quality
of banking performance. The research sample was represented
by a number of individuals working in one of the reputable
private Iraqi banks, and it was chosen by a simple random
sampling method and including (70) individuals working in the
Bank of Baghdad and its branches, and the questionnaire was
adopted as a main tool for collecting research data, which was
prepared based on a number of standards In order to digitize
and analyze the research data, use the ready-made statistical
program (SPSS). Among the most prominent statistical tools
used in the following analysis: “arithmetic mean, standard
deviation, coefficient of variation, Spearman’s correlation
coefficient, and simple linear regression coefficient.” These
tools produced a number of results, most of which confirmed
the existence of a significant effect between governance and
quality Banking performance, accordingly, the researchers
recommended the need to increase the organization's interest
in studying and employing governance in their organizations
and how to benefit from it in enhancing the quality of banking
performance with its accredited dimensions for the purposes of
this research.

II.

A. Research problem
Governance is one of the main drivers for the success of
banking business organizations, and perhaps the failure to
achieve goals is due to mismanagement. The implementation
of governance practices requires a shift from traditional
management to adopting modern management methods, and
attention to building banking and human capacities and
technological harmonization, and in view of what constitutes
Banking performance is of the importance of being one of
the most important factors influencing the process of
economic development. The main research problem emerges
here in the presence of a clear deficiency in the awareness of
the members of the surveyed sample of the nature of the
effect between governance and the quality of banking
performance, and this is what the researchers perceived in
the field coexistence with the surveyed sample.

Keywords: governance, quality of banking performance,
transparency, accountability, participation, creativity, job
satisfaction, customer satisfaction.

I.

THE RESEARCH METHODOLOGY

INTRODUCTION:

The concept of governance emerged in recent years after
the world witnessed the revolution of technological
developments, which led to openness among the economies
of the world. In light of these large and accelerating
developments and the aftermath of repeated financial
collapses and crises, the concept of governance has become
an urgent need, which is the main pillar on which banks
depend. A great deal of attention from the bankers, which
helped on how to deal with the various risks facing the
banking business, reduce financial failure and open broad
horizons for the bank’s management to improve its financial
performance and focus on a large market share. Therefore,
this research dealt with its various discussions on the concept
of governance in banking institutions. It has been pointed out

Therefore, the research problem lies in: anticipating the
impact of governance on the quality of banking performance
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F. Coming up with a set of conclusions and
recommendations that would enhance knowledge in the
researched field.

in the Bank of Baghdad, by answering the following
questions:
- What is the level of adoption of governance policies by
the members of the surveyed sample and the administrative
leadership of the bank?

4. Research hypotheses
The researchers started from one main hypothesis and
three sub-hypotheses, which are:

- Is there sufficient awareness of the researched sample
of the concept of the quality of banking performance and its
dimensions?

The main hypothesis: Governance with its dimensions
(transparency, accountability, and participation) affects the
performance quality variable in a significant way with
statistical significance, and the following three subhypotheses are derived from it:

-Is there sufficient awareness of the banking
administration in the organization under study of the
importance of enhancing the banking performance of the
employees by adopting modern management methods?

The first sub-hypothesis: Governance with its
dimensions (transparency, accountability, and participation)
in the creativity dimension has a significant, statistically
significant effect.

- What is the nature of the effect between governance and
the quality of banking performance in the sample surveyed?
- How can the implementation of governance in the Bank
of Baghdad contribute to improving financial, functional and
institutional performance and creating positive values, thus
achieving quality banking performance? 2. Research
importance

The second sub-hypothesis: Governance with its
dimensions (transparency, accountability, and participation)
affects the dimension of job satisfaction, a significant and
statistically significant effect.
The third sub-hypothesis: Governance, with its
dimensions (transparency, accountability, and participation),
affects the dimension of customer satisfaction, a significant
and statistically significant effect.

A. This research is based on the importance of the topic
in question, which is one of the vital topics that have a great
impact on the development of banking institutions.
B. The importance of this research comes from the
importance of its variables represented in the first variable
(governance), which regulates all banking operations and
monitors the various services of the bank, and the second
variable (banking performance) represented by a set of
procedures to identify, address and strengthen weaknesses.

5. Research hypotheses Diagram:

C. The limitations of the culture of governance among
many parties of the sample by applying governance in
business organizations, so it is expected that this research
will constitute an area for developing and improving job
performance by calling for the application of governance
principles.

Fig. 1. diagram

6. Methods of collecting data and information
For the purpose of collecting the required data that will
help implement the research objectives and reaching the
results, the following methods have been used:

D. It also highlights the practical importance of research
in the surveyed community, which includes the banking
sector that represents the cornerstone of the country's
economic development.

A-The research used Arab and foreign sources that dealt
with the topic of research in the theoretical aspect of studies,
books, theses and university dissertations.

3. Research aims
The current research seeks to achieve a set of goals, most
notably:

B- In the practical field, field visits to the bank, the main
branch and a number of its branches were adopted, and many
personal interviews were conducted with members of the
bank's board of directors, managers and heads of
departments.

A. Identifying the role of governance in raising the
efficiency of the bank's performance and the surveyed
sample.

C-The questionnaire was used, which is the main tool in
collecting data, and it was designed in a way that serves the
objectives and hypotheses of the research, benefiting from
the (Likert five-point) scale by answering most of the
paragraphs of the questionnaire. Different scales for
measuring the research variables embodied in(24)
paragraphs distributed in two parts, the first includes
paragraphs (1-12) to measure governance based on the scale
of ……..... And the second part is devoted to measuring the
quality of banking performance in paragraphs (13-24)
depending on the scale of ............. .

B. Work on developing a theoretical framework for both
variables (governance and its dimensions) and (banking
performance and its dimensions).
C. Diagnosing the reality and importance of the
governance variable through three dimensions in the sample
studied.
D. Diagnosing the reality and importance of the quality
of banking performance through three dimensions of the
sample studied.
E. Determining the nature of the effect between the
governance variable and the quality of banking performance
variable in the light of the answers of the sample members.

7. The validity of the questionnaire
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The questionnaire was presented to a group of arbitrators,
with different expertise and specializations, to know their
opinions about the clarity of the questionnaire’s paragraphs,
their connections and their suitability for measuring the
required variables, as the percentage of agreement (92%)
was adopted for each paragraph, and based on their
directives, some of the questionnaire’s paragraphs were
reviewed. , with the benefit of developing it to ensure more
accuracy in the scale, and for more accuracy of the
questionnaire, the answers to the scale statements were
arranged in ascending order then divided into two groups
equally and a percentage of the highest scores and the same
percentage from the lowest, then measured the difference
between the two groups using the test factor (Mann Whitney) to calculate the significant differences, and the
results showed that there are significant differences between
the two groups at a level of significance (0.01), which
indicates the validity of the scale in all its items.

B. descriptive analysis of the surveyed sampled community
The banking sector was chosen as an area of research,
because it deals with the financial elites that control the
wheel of economic development, The researchers chose the
Privet Bank of Baghdad as the field of application (being one
of the reputable banks, as it was the first private bank that
was licensed in Iraq and started its banking business in 1992,
and the Bank of Baghdad is a member of the Kuwait Projects
Company (Holding) group. The bank has a presence in the
Middle East and North Africa, as it is (a group of seven
partner banks: Bank of Baghdad in Iraq, Syria and Gulf
Bank in Syria, Gulf Bank of Algeria in Algeria, Jordan
Kuwait Bank in Jordan, Tunis International Bank in Tunisia,
Burgan Bank in Kuwait and Bank of Jordan United Gulf in
Bahrain, and provides financial and banking services to its
customers such as credits and trade finance. There are
institutions specialized in providing financial services for
asset management and other investments: United Gulf Bank
Securities Company in Bahrain, United Gulf Financial
Services Company in Qatar, Kuwait Investment Projects
Asset Management Company in Kuwait, Al Dhiyafa
Investment Company in Kuwait, Royal Capital in Abu
Dhabi, North Africa Company Holding in Kuwait and
Manfaa Investment Company in Kuwait) The research
sample consisted of a number of employees in the main bank
and its (36) branches, and their number reached (70)
individuals, they were selected by a simple random sampling
method. Table (1) can clarify the most prominent
characteristics of the researched sample:

8. Statistical methods used
Statistical methods used for the purpose of analyzing data
on research variables and testing the hypotheses. The
researchers used a set of statistical methods, where measures
of central tendency represented by the arithmetic mean were
used, as well as measures of dispersion that included
standard deviation and coefficient of variation and special
beside descriptive statistics, in addition to Pearson
correlation coefficients as well as tests the normal
distribution of dimensions, and as for hypothesis testing this
research adopted the multiple linear regression equation to
verify the research hypotheses.
Gender
Males

Education
Age
Master
2
3%
Younger than 30
9
13%
Degree
years old
Females
44
63%
High
5
7%
From 30 to 40 years
33
47%
diploma
old
Bachelor
63
90%
Older than 40 years
28
40%
degree
old
Source: Prepared by the researchers in the light of the answers of the sample members to the questionnaire
26

37%

The main characteristics of the surveyed sample can be
explained as follows:

Years of service
Less than 5 years

14

20%

From 6 to 15 yeas

37

53%

From 16 to 20 years
More than 20 years

16
3

23%
4%

satisfaction of the surveyed sample members about the
answers to the paragraphs of the questionnaire and thus
assisting the researchers in achieving the desired goals of
their research.

A. The percentage of females is higher than that of
males, as they constituted (63%) of the surveyed sample,
which is a qualitative indicator. The nature of the work
entrusted to the sample members requires a great deal of
endurance and outstanding performance that characterized
the female category without males in most cases, especially
in our Arab societies.

III.

THE THEORETICAL SIDE

The effect of governance on banking performance quality
A. Governance
1) The concept of governance
There is no unified definition regarding governance
among all parties concerned with accounting, management
and economics, and the reason for this is due to its overlap in
many organizational, economic, financial and social matters
(Darwish, 19: 2007). Accordingly, the definitions differ and
vary according to the views of researchers. Some find that
the company’s responsibility in the first place is to maximize
the wealth of the shareholders, and others see that the
company has obligations towards others and the company
must pay these obligations and safeguarding their rights
despite the presence of shareholders’ interests (Heenetigala,
2011: 150 ). Governance is defined by the Basel Committee
as (a set of relationships between management, shareholders
and stakeholders through which the objectives of the
organization are achieved and helps to determine the
authority and provide the requirements to achieve the

B. The members of the surveyed sample are university
degree holders, and the bachelor’s degree holders had the
largest percentage as it reached (90%) of the sample
surveyed, which is a good indicator that indicates the bank’s
management’s dependence on the holders of degrees in the
conduct of the bank’s business and its branches.
C. The largest proportion of the surveyed sample ranges
in age from (30) to (40) years, as it constituted (47%) of the
surveyed sample, which is a good indicator to some extent
indicating that the sample members are from the youth
group, who still have plenty of opportunity to serve their
organization for a longer period.
D. It is clear from the table that the largest proportion of
the surveyed sample has a service of more than (6) years,
and therefore this may be reflected in the increase of the
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through the various relationships that exist between them.
Governance achieves many advantages related to banking
performance and preserving its funds, which enhances
financial stability and then economic stability (Shamali,
2017: 12). There are many important elements that must be
relied upon and provided to support a sound application of
governance within the banking system, the most important of
which are (Hamani, 2016: 225)

objectives and control the organization) (Basel, 2014: 1).
Governance is also ((the rules and procedures by which
management protects the rights of shareholders mainly))
(Cadbury, 1992: 14).
In this, the researchers see that the concept of governance
is a system of administratively coordinated activities that
govern the form of the relationship between the main parties
of the organization, in its internal and external environment,
with the aim of determining the responsibility and rights of
each party, and at the same time in order to achieve
transparency, justice, combating corruption and enabling the
organization to enhance its capabilities to achieve its goals
long-term strategy.

A. Setting strategic goals and a set of values and
principles that are known to all employees of the banking
institution.
B. Develop clear policies for responsibilities within the
bank.

2) Concept of Banking Governance:
Many economists, analysts and experts have focused on
the importance and extent of the impact of the concept of
corporate governance in many economic, legal and social
aspects aimed at the benefit of individuals, institutions and
societies as a whole in a manner that works to achieve
comprehensive development in both developed and
emerging countries alike (Al-Jazi, 2009: 1) The concept of
bank governance in its meaning does not move away from
the concept of corporate governance until some of them go
to adopting the designation of corporate governance for
banking organizations (Al-Rubaie, Al-Radi, 2011: 12).
Shareholders and depositors, in addition to paying attention
to their relationship with external actors) (Shamali, 2017: 9).
Governance from the banking perspective is the way in
which the affairs of the bank are managed through the role
entrusted to the management and the board of directors,
which affects the identification of the objectives of the bank
and the observance of the rights of the beneficiaries of
financing and the protection of Depositors’ rights (Bo
Raqaba, Gharbi, 2014, 113). banks differ from other
companies because their collapse affects a large number of
parties compared to other sectors, and the collapse of banks
leads to a financial crisis, as happened in (2008), when the
world witnessed a financial crisis as a result of the
bankruptcy of a bank (Lehman Brothers) the fourth largest
investment company in the United States (Al-Sisi, 2008:
281) The Basel Committee considers that governance in the
banking perspective includes the way in which banking
institutions are managed by their boards of directors and
senior management, which affects how the bank does the
following:

C. Ensuring the efficiency of the members of the Board
of Directors and their awareness of the role entrusted to them
in the governance process, and that they are not subject to
any influences, whether internal or external.
D. Ensuring adequate oversight is provided by senior
management.
E. Observe transparency when applying governance.
F. The role of the supervisory authorities.
4) Reasons for banks to adhere to bank governance
The need for governance emerged when the companies’
flaws appeared, the most important of which was (AlKhuza’i, 2008: 23).
A. Weak corporate structures and concentration of power
in the hands of managers who lack experience, skill,
knowledge and wisdom.
B. The lack of sound management practices in the control
and supervision of companies, and the failure to discuss the
essential matters of companies, and limiting the management
role to formal superficial matters.
C. Companies are subject to successive waves of intense
competition, and many of them tend to hide weaknesses,
moving away from transparency, and lack interest in
applying accounting principles.
D. High concern towards freedom of trade and neglecting
of the financial and financing aspects and their impact on the
financing structure, and the absence of a balance between the
interest that occurs at the general and micro levels.

A. Setting the objectives of the bank.

5) Principles of Banking Governance:
The most important and well-known principles are the
principles published by the Organization (OECD) in 1999
(Abu Al-Ata’, 2003: 47):

B. Managing the day-to-day operations of the bank.
C. Managing activities and transactions in a safe and
smooth manner in accordance with the applicable laws in a
way that protects depositors (Abdul Qadir, 2006: 7).

A. Preserving the rights of shareholders' property.
B. Achieving fair equity for shareholders.

3) Importance of Governance:
The importance of governance emerged after the
financial crises and economic collapses that the world
witnessed in recent times as a result of administrative
failures, manipulation of financial statements, maximizing
the profits of those companies and the failure to apply the
rules of professional conduct, which led to the harm of many
investors and capital owners (Al-Mashhadani, 2011: 33) and
the importance of governance increases In banks due to their
special nature, as the bankruptcy of banks does not only
affect the related parties between customers, depositors and
borrowers, but also affects the stability of other banks

C. Ensure disclosure and transparency.
D. Confirmation on the responsibility of the board of
directors.
B. Banking performance
Banking activity is distinguished from other economic
activities by the diversity and multitude of products and
services. Therefore, banks are known as multi-product
institutions, and their field of activity is characterized by
continuous change and renewal, both at the level of internal
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capacity is determined by the expected outputs from
operations and activities, but it goes beyond that to include
the expected consequences of the bank’s operations. This
type is often described as strategic performance. If the
performance is determined by the results of a specific
operation or some operations, then the operational
performance is described and there are several basic pillars
upon which the performance evaluation in commercial banks
is based. These pillars are as follows (Al-Khafaji, 2013: 3):

work mechanisms (new financing formulas, new services,
and new technology). Or at the level of the environment
(new dealers, emerging financial markets, new competitors
... etc.), so evaluating the performance of banking institutions
is a basic and necessary process for the continuation of the
bank’s activity and to face the continuous changes and
challenges
1) Performance concept
Performance can be defined as ((doing something,
performing a specific work or completing a specific task or
activity, meaning that performance is “a person performing a
certain behavior, in order to achieve a specific goal” it may
be satisfying a certain need, solving a problem or planning a
project)) (Al-Nasr, 2012: 65) Performance reflects the
practical dimension of the overall activity of the
organization, but there are several points of view that dealt
with the concept of performance. Performance expresses
how the economic unit uses its resources and the way it
interacts with its environment. It is a reflection of the
economic unit’s ability to adopt and apply its goodness.
Therefore, the performance appraisal process is directed
towards the essence. However, no consensus has been
reached about a specific concept of performance.

A. Precise identification of the bank's objectives in
various fields.
B. Develop detailed plans in all areas, taking into account
coordination between them.
C. Determining the central position of administrative
responsibility.
D. Proper selection of performance evaluation indicators.
E. Creation and
information system.
IV.

development

of

an

integrated

THE APPLIED ASPECT OF RESEARCH

A. Descriptive statistics of the variables
The quantitative tools used to express the descriptive
statistics of the research variables were represented by the
arithmetic mean, standard deviation, and the coefficient of
variation concerned with determining the Materiality in a
description of the investigated variables and their dimensions
and the paragraphs on which they were based, and then
determining the level of the answer and on the basis of the
arithmetic mean for each paragraph and determining the
category to which it belongs. Medians, according to the scale
used (Likert quintuple), in which the answer categories are
divided into five categories that agree with the quinquennial
scale (5-1 = 4) and then divide the range by the number of
categories (4/5 = 0.80) and thus add the result to the
minimum scale To result in five levels of answer are {very
low (1-1.80), low (1.81-2.6), moderate (2.61-3.40), high
(3.41-4.20) and very high (4.21-5)}, and the following
paragraphs show the results of the descriptive statistics for
the independent variable ( Governance) with its three
dimensions, and then the dependent variable (performance
quality) with its three dimensions, respectively:

The difference in defining the concept of performance
through standards and the diversity of objectives adopted in
its study and measurement by researchers, and some of them
see that performance is only a reflection of how the
economic unit uses human and material resources and
deploys them in a way that makes them able to achieve their
goals. Performance is also known as the function of
indicators. The characteristics of the organization as well as
the choices of the leaders of the organization, and there are
those who see that performance represents the desired results
that the economic unit seeks to achieve. Therefore,
performance represents the continuous holistic activity that
reflects the success of the economic unit, its continuity and
its ability to adapt to the environment or its failure and
contraction according to the foundations of Specific criteria
set by the economic unit in accordance with the requirements
of its activity and in the light of long-term goals.
Performance is also known as the real criteria that gives a
picture of the functioning of the economic unit and is useful
in answering the need to reconsider the message to the last
link of policies, programs, budgets and everything related to
the planning process and achieves the economic unit's
strategic position not at the level of the internal environment
and the physical mission environment, but on The level of
the external environment for that (Al-Douri, 2013: 10).
There are many definitions of performance, as there are
those who see that financial performance is maximizing
results through improving profitability, and this is achieved
by reducing costs and maximizing revenues on a continuous
basis that extends to the medium and long term in order to
achieve both the accumulation of wealth and stability in the
level of performance (Febli, 2017: 65) and performance in
general. It is a set of procedures and indicators that are used
to identify the strengths and weaknesses of the company,
measure the extent to which the company's goals are
achieved, or all operations and studies that aim to determine
the level of the relationship between the available resources
and the efficiency of their use by the company, with a study
of its development during times. Specific time according to
specific standards and criteria, and banking performance in
its general capacity or banking performance in its specific

1) Governance
This variable embodied three dimensions represented by
(transparency, accountability, and participation), where the
results of its statistical description were as follows,
respectively:
a) Transparency
Table (1) shows the results of the descriptive statistics for
the transparency dimension, where the second paragraph
achieved ((the bank is committed to the principle of
transparency as it is the main tool for confronting
corruption)) the arithmetic mean (3.13) and the standard
deviation is the lowest among the rest of the dimension
paragraphs, whose value reached ( 0.87) This was reflected
in a decrease in the value of the coefficient of variation (28.),
thus occupying the first Materiality and at a moderate
response level. In contrast, the third paragraph achieved ((the
bank’s management continuously and regularly discloses the
content of its reports)) is the fourth and last Materiality in Its
sequence, with an arithmetic mean (3.36) and a standard
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moderate level of answer. As for the rest of the paragraphs of
this dimension, it ranged between these two limits with
respect to for this dimension.

deviation (1.01) is higher than the rest of the paragraphs of
the dimension. This led to an increase in the value of the
dispersion coefficient (32.) in this paragraph and at a
TABLE I.

RESULTS OF DESCRIPTIVE STATISTICS FOR THE TRANSPARENCY DIMENSION

No.

descriptive statistics \topics

Arithmetic mean

Standard
deviation

Coefficient of
variation

Response
level

Materiality

1

The organizational structure of the bank shows the
organizational levels
The Bank is committed to the principle of
transparency, as it is the main tool to combat
corruption
The management of the bank discloses the content of
its reports on a continuous and regular basis
The bank's management realizes that employees'
access to information and records of work is the base
of their excellence in the completion of their work.
General description of the dimension

3.3636

0.99044

0.294455

Moderate

3

3.1364

0.87845

0.280084

Moderate

1

3.3688

1.10160

0.326503

Moderate

4

3.3409

0.93866

0.280958

High

2

3.3011

0.61375

0.185919

Moderate

2

3
4

the rest of the paragraphs, we note that the first paragraph
((the legal accountability controls in the bank are clear when
applied)) got the fourth and final materiality Among the rest
of the paragraphs of this dimension with an arithmetic mean
(2.86) and a standard deviation that is the highest (1.02)
among the rest of the paragraphs for this dimension led to an
increase in the value of the coefficient of difference to (0.35)
and at a moderate answer level. As for the rest of the
paragraphs after accountability, their results fluctuated
between these two paragraph.

b) Accountability
Table (2) shows the results of the descriptive statistics for
the accountability dimension, which confirms that the second
paragraph ((the bank uses systems for the rules of
professional conduct and control based on effective
information systems)) has achieved an arithmetic mean
(2.79) and the lowest standard deviation (.92) was reversed
This is based on a decline in the value of the dispersion
coefficient to (33.) and with a materiality that is the first in
its rank and with a high level of answer, and by looking at
TABLE II.

RESULTS OF DESCRIPTIVE STATISTICS FOR THE ACCOUNTABILITY DIMENSION

No.

descriptive statistics \topics

1

The legal accountability controls in the bank are clear when
applied
The bank uses professional conduct and control systems
based on effective information systems
The bank has an administrative hierarchy through which
responsibilities and authorities are defined, and in a manner
that clarifies the work limits for each employee
All employees in the bank are subject to legal accountability
on an ongoing basis
General description of the dimension

2
3

4

Arithmetic
mean
2.8636

Standard
deviation
1.02506

Coefficient of
variation
0.357956

Response
level
Moderate

Materiality

2.7955

0.92960

0.332541

Moderate

1

2.9773

0.99974

0.335789

Moderate

2

3.0000

1.01156

0.337187

Moderate

3

2.9091

0.80169

0.275580

Moderate

variation (22.), thus occupying the first materiality and a
high response level. In contrast, the third paragraph achieved
((the bank’s management works to activate channels of
informational communication)) a materiality which is the
fourth and the last in its sequence, with an arithmetic mean is
the lowest (3.09) and a standard deviation (1.007) is the
highest than the rest of the paragraphs of the dimension.
Between these, two limits for this dimension.

c) Participation:
Table (3) shows the results of the statistical description
of the participation dimension, in which the fourth paragraph
was achieved ((Bank management holds periodic meetings
and meetings with employees in order to exchange views)) is
the highest arithmetic mean (3.45) and a standard deviation
is the lowest among the remaining paragraphs of the
dimension The value of which amounted to (0.76) was
reflected in a decrease in the value of the coefficient of
TABLE III.

RESULTS OF DESCRIPTIVE STATISTICS FOR THE PARTICIPATION DIMENSION

No.

descriptive statistics \topics

1

All levels of management of the bank are represented in
the decision-making process
The management of the bank motivates employees to put
forward their opinions and suggestions without fear of
criticism
The bank's administration is working on activating
informational communication channels
The management of the bank holds periodic meetings and
meetings with employees in order to exchange views.
General description of the dimension

2

3
4

4

Arithmetic
mean

Standard
deviation

Coefficient of
variation

3.2273

0.77350

0.239677

3.3182

0.98294

0.296228

3.0909

1.00737

0.325914

3.4545

0.76111

0.220319

3.2727

0.66433

0.202989

101

Response
level
Moderate

Materiality

Moderate

3

Moderate

4

High

1

Moderate

2
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those answers is the lowest in this dimension (19) and at a
high answer level, which made it occupy the first materiality,
and on the other hand, the arithmetic mean reached (3.31) in
the fourth paragraph ((the bank’s management supports the
use of modern methods in providing the service)) with a
standard deviation (1.02) and with a coefficient of difference
(31.) which indicates a higher variance in the answers and
thus a lower agreement about the content of the paragraph, in
which the materiality was ranked fourth and the level of the
answer moderate, and certainly the results of the statistical
description for the rest of the paragraphs of this dimension
can be generalized between these results and in the same
mode.

2) Quality of performance:
This variable includes three dimensions, the results of
which were at the level of descriptive statistics in the
following form
a) Creativity
It is evident from Table (4) of the results of the statistical
description of the creativity dimension that the highest
arithmetic mean reached (3.47) in the first paragraph, which
was determined by the content of ((the bank management is
interested in supporting new ideas and scientific
innovations)) and the lowest standard deviation for the
sample answers (66). ) And the dispersion coefficient for
TABLE IV.

RESULTS OF DESCRIPTIVE STATISTICS FOR THE CREATIVITY DIMENSION

No.

descriptive statistics \topics

1

The management of the bank is interested in
supporting new ideas and scientific innovations
Incentive systems are linked to the results of
performance appraisal to raise the effectiveness of
achievement in the bank
Suggestions from the employees of the bank are
welcomed with a goal to development
The management of the bank supports the use of
modern methods of providing the service
General description of the dimension

2

3
4

Arithmetic mean

0.66433

0.191048

3.3636

0.86511

0.257194

3.1364

0.82380

0.262660

3.3182

1.02917

0.310161

3.3239

0.49585

0.149179

descriptive statistics \topics

1

The bank maintains an atmosphere of good relations
among employees and between management and
employees
Distinguished efforts of employees are rewarded
with incentives
The management of the bank seeks to achieve the
aspirations of the employees
The management of the bank addresses the
complaints and suggestions of employees with
interest.
General description of the dimension

3
4

Response
level
High

Materiality

Moderate

2

Moderate

3

Moderate

4

1

Moderate

arithmetic mean (3.29) and with a standard deviation (.90) is
the lowest among the rest of the paragraphs of this
dimension The dimension was reflected in the high
coefficient of variation (27.) and with materiality it is the
fourth in its sequence and at a moderate answer level, as well
as the results of the remaining paragraphs fluctuated between
those two limits, taking into account the inherent differences
between them and the level of each of the descriptive
statistics tools used in this analysis.

RESULTS OF DESCRIPTIVE STATISTICS FOR THE JOB SATISFACTION DIMENSION

No.

2

Coefficient of
variation

3.4773

b) Job satisfaction
The results of the statistical analysis and at the level of
this dimension as presented in Table (5) for presenting those
results showed the arithmetic mean value of the answers in
the upper limit (3.70) in the second paragraph ((the
distinguished efforts of the employees are matched by
rewarding incentives)) with a deviation standard is the
lowest among the rest of the paragraphs of this dimension
(.63) and the dispersion coefficient (17.) made it rank first in
materiality and with a high answer level, while the
TABLE V.

Standard
deviation

Arithmetic
mean

Standard
deviation

Coefficient of
variation

3.0455

0.77623

0.254882

3.7045

0.63170

0.170521

3.4773

0.69846

0.200863

3.2955

0.90424

0.274390

3.3807

0.47767

0.141292

Response
level
High

Materiality

High

1

High

2

Moderate

4

3

Moderate

was (2.95) in the fourth paragraph ((the bank considers
the time required to complete services one of the
components of quality directed to customers)) and with the
highest standard deviation (.93) These results thus constitute
the coefficient of variation (31.) for this paragraph and at a
moderate answer level with materiality fourth and last in its
rank, and therefore the results of the remaining paragraphs
vary between these two limits of descriptive analysis.

c) Customer Satisfaction
The results of the descriptive statistics for this dimension
are summarized by what is presented in Table (6), which
shows that the highest arithmetic mean has reached (3.41) in
the second paragraph which stipulates that ((the bank is
making continuous improvements in the methods and
methods of achieving customers’ requirements)) with a
standard deviation The lowest of those answers (.75) and a
coefficient of difference (.22) made it of the first materiality
and a high answer level, while the lowest arithmetic mean
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RESULTS OF DESCRIPTIVE STATISTICS FOR THE CUSTOMER SATISFACTION DIMENSION

No.

descriptive statistics \topics

1

The management of the bank seeks to
achieve the satisfaction of its
customers by meeting their desires and
requirements
The bank is making continuous
improvements in the methods and
methods of fulfilling the requirements
of customers
The bank attracts professional
employees in their good dealings with
customers
The bank considers the time required
to complete services as one of the
components of quality directed to
customers.
General description of the dimension

2

3

4

Arithmetic mean

Standard
deviation

Coefficient of
variation

3.2500

0.89248

0.274607

3.4191

0.75693

0.222031

3.3636

0.89159

0.265066

2.9545

0.93894

0.317794

3.2443

0.55113

0.169875

Materiality

High

1

Moderate

2

Moderate

4

3

Moderate

purpose is primarily to ensure that the dimensional
correlations are free of high values (exceeding the
percentage of 0.7) between the dimensions of the
independent variables

Before proceeding to test the research hypotheses whose
details are explained in the subsequent section, descriptive
statistics analysis requires the preparation of the correlation
matrix between the dimensions of the variables expressed
and according to what is presented in Table (7), and the
TABLE VII.

Response
level
Moderate

CORRELATION MATRIX BETWEEN THE DIMENSIONS OF THE SEARCH VARIABLES

Correlation is significant at the 0.01 level (2-tailed).**
Dimensions
Transparency

Transparency

Accountability

Participation

Creativity

Job
satisfaction

Customer
satisfaction

1

-0.159*

0.286*

.498**

0.279*

.486**

0.048

0.040

0.001

0.047

0.001

1

.689**

.398**

.590**

.584**

0.000

0.008

0.000

0.000

1

.321*

.737**

.759**

0.033

0.000

0.000

1

.560**

.624**

Pearson correlation
coefficient
significance
Pearson correlation
coefficient
significance
Pearson correlation
coefficient
significance
Pearson correlation
coefficient
significance
Pearson correlation
coefficient
significance

Accountability

Participation

Creativity

Job satisfaction

0.000

0.000

1

.494**
0.001

Customer
Pearson correlation
satisfaction
coefficient
Correlation is significant at the 0.05 level (2-tailed).*

1

prerequisite. Table (8) shows the results of the normal
distribution of the dimensions studied for this research
according to the so-called (Kolmogorov-Smirnov test)

B. Hypothesis Testing
Before starting the hypothesis testing applications, it is
necessary to ensure the suitability of the data of the answers
of the research sample to the multiple linear regression
model by testing it whether it has a normal distribution as a
TABLE VIII.
Test type and parameters \ Variables
and dimensions

RESULTS OF THE NORMAL DISTRIBUTION TEST FOR THE DIMENSIONS OF THE RESEARCH VARIABLES

Kolmogorov-Smirnov
Statistical hypothesis testing

Transparency
Accountability
Participation

0.101
0.113
0.105

Creativity
Job satisfaction
Customer satisfaction

0.127
0.121
0.110

Significance
Governance
.200*
0.189
.200*
Performance Quality
0.071
0.104
.200*
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Test Significance
Insignificant
Insignificant
Insignificant
Insignificant
Insignificant
Insignificant
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The results presented in Table (8) for the tests of the
normal distribution confirm that the tests are not significant,
and in the end, the data fit to the model used, which is
represented by multiple linear regression, that is, the data has
the property of a normal distribution and at the level of
dimensions. Figure (1) shows the parameters of the normal
distribution for the transparency dimension. From the rest of
the graphs for the distributions of the other dimensions, they
are presented in Appendix No. (1).

dimensions (transparency, accountability, and participation)
has a significant and statistically significant effect on the
dimensions of the performance quality variable,” and the
three sub-hypotheses emanating from the main hypothesis
are presented according to the following:
The first sub-hypothesis: Governance with its
dimensions (transparency, accountability, participation) has a
statistically significant effect on the creativity dimension.
The second sub-hypothesis: Governance with its
dimensions (transparency, accountability, participation) has a
statistically significant effect on the job satisfaction
dimension.
The third sub-hypothesis: Governance, with its
dimensions (transparency, accountability, and participation),
has a statistically significant effect on the customer
satisfaction dimension.
The following are the results of hypothesis testing,
respectively:
The first sub-hypothesis: Table (9) shows the results of
testing the first hypothesis of the relationship between the
dimensions of the independent variable governance and the
quality of performance at the level of its first dimension
represented by creativity. The test results confirmed the
significance of the effect of the three dimensions of the
independent variable, which are, respectively, transparency
(β=.78, P˂.01), accountability (β=,.86, P˂.05) and
participation (β=-. .49, P˂.05). The overall model of the test
interpreted 57, (R2=% P < .01).

Fig. 2. Normal distribution of transparency dimension data

As for the hypotheses testing using multiple regression
models, which were identified in the study of the direct
impact of governance on the quality of performance, which
is consistent with the research hypotheses, and as follows:
Testing the main hypothesis of the research: The main
hypothesis of the research states that “governance in its
TABLE IX.
Statistical Indications\ Regression
Paths (hypotheses)

RESULTS OF THE FIRST SUB-HYPOTHESIS TEST OF THE MAIN HYPOTHESIS

Regression
Parameter
β
.78

Statistical
Parameter
T
6.613

Creativity→ Accountability

.86

5.170

Creativity→ Participation

-.49

-2.878

Creativity→ Transparency

Significance
Parameter
SIG.
.000

Coefficient
Determination
R2
.57

of

Statistical Model
Parameter
F
17.669

Model
significance
P
.000

.000
.006

With a high statistical significance, creativity varied as
one of the dimensions of performance quality, and thus the
possibility of accepting this hypothesis, which indicated the
relationship between governance and performance quality at
the level of its first dimension represented by the creativity
dimension. Figure (2) depicts these relationships according
to the outputs of the ready-made statistical program (Amos).

The second sub-hypothesis: Table (10) provides a
detailed presentation of the results of testing the second
hypothesis related to the relationship between the
dimensions of governance and the quality of performance at
the level of its second dimension represented by job
satisfaction. The test results for this hypothesis did not yield
significant results after transparency (β=.18, P>.05). The
overall model of the test explained the ratio of P < .01
(58,%R2=) with a high statistical significance, the variation
of job satisfaction as a dimension of performance quality,
and therefore the possibility of partially accepting this
hypothesis, which indicated the relationship between
governance and performance quality at the level of its
second dimension represented by satisfaction. And the figure
(3 ) depicts those relationships according to the outputs of
the ready-made statistical program (Amos .).

Fig. 3. Paths of the relationship between the dimensions of the governance
variable and the dimension of creativity
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TABLE X.
Statistical Indications\
Regression Paths
(hypotheses)
Job satisfaction→
Transparency
Job satisfaction →
Accountability
Job satisfaction →
Participation
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RESULTS OF THE TEST OF THE SECOND SUB-HYPOTHESIS OF THE MAIN HYPOTHESIS

Regression
Parameter
β

Statistical
Parameter
T

.18

1.444

.28

2.679

.49

2.897

Significance
Parameter
SIG.

.150

Coefficient
Determination
R2

of

Statistical
Model
Parameter
F

.58

18.310

Model
significance
P

.000

.031
.006

The third sub-hypothesis: Table (11) presents a detailed
presentation of the results of the third hypothesis test of the
third sub-hypothesis, whose results confirmed the
significance of the effect of the three dimensions of the
independent variable, which are, respectively, transparency
(β=.46, P˂.01) and accountability (β=, .43, P˂.05) and
participation (β=.175, P˂.05), and the overall model of the
test explained P < .01 (73,%R2=) with high statistical
significance. Satisfaction variance The customer as a
dimension of performance quality and thus the possibility of
accepting this hypothesis, which indicated the relationship
between governance and performance quality at the level of
its third dimension as well, which is represented by customer
satisfaction. Figure (4) depicts these relationships according
to the outputs of the ready-made statistical program (Amos
.).
Fig. 4. Paths of the relationship between the dimensions of governance
variable and the dimension of job satisfaction
TABLE XI.

Statistical Indications\
Regression Paths
(hypotheses)

Regression
Parameter
β

RESULTS OF THE THIRD SUB-HYPOTHESIS TEST FROM THE MAIN HYPOTHESIS

Statistical
Parameter
T

Customer satisfaction→
Transparency

.46

4.569

Customer satisfaction →
Accountability

.43

3.223

Customer satisfaction →
Participation

.33

Significance
Parameter
SIG.

.000

2.423

Coefficient
Determination
R2

.73

of

Statistical
Model
Parameter
F

35.299

Model
significance
P

.000

.003
.020

V.

CONCLUSIONS

1. Governance application mechanisms are considered
one of the strategic options, which requires banks aiming to
achieve superiority and success to adopt them, as they
provide for building special organizational structures
characterized by openness and interaction with all parties
and all activities that must be accomplished in accordance
with legal rules and foundations.
2. The establishment of governance mechanisms in banks
enables them to adhere to ethical behavior and values in
carrying out business in order to provide services of high
quality.
3. The bank discloses its information to all parties by
adopting the principle of transparency in dealing with
beneficiaries and employees, which resulted from clarity in
the lines of communication in the private organizational
structure of the bank in question.

Fig. 5. Paths of the relationship between the dimensions of the governance
variable and the dimension of customer satisfaction
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6. Studying ways to spread the culture of governance in
the bank, as the consolidation of governance mechanisms
contributes to strengthening and building organizational
structures that are flexible and open to all parties in a way
that ensures enhancing the quality of performance.

4. The bank in question allows freedom of expression
through meetings and periodic meetings of its employees, as
well as their participation is limited in the process of
decision-making and policy-making.
5. The moderate congruence of the sample’s opinions
about creativity in the bank indicates that the bank’s
management supports it, but it is limited.
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