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Abstract

Impact of Strategic Intelligence on Banking Services Quality: The

Mediating Role of Strategic Flexibility in Jordanian Commercial Banks

Prepared by
Khaldoon Mohammad Falah Al-Qammaz
Supervised by
Dr. Khaled Mahmoud Al-Shawabkeh
Dr. Abeer Fozan Al- Abadi

Date of discussion: 7 /1 /2021- Amman

The current study aims to investigating the impact of the strategic
intelligence (foresight¢ system thinking« future vision< motivation< and
partnership) on services quality (Reliability< tangibility< responsiveness«
empathy and safety) through the meditating role of Strategic flexibility in
Jordanian commercial banks. The study population has consisted of (13)
Jordanian bank employing (1940) managers at the top and middle managerial
levels. For the purpose of the study« a quantative method has been adopted.
The questionnaire have been designed and distributed to the members of the
study sample. The number of the distributed questionnaires have been (350)¢
whereas the number of recovered questionnaires which have been valid for
analysis has amounted to (320). The recovery ratio of the questionnaires has
reached (91%)« which is considered a suitable ratio for achieving the purposes

of the study. Data analysis and hypotheses testing have been carried out using



the statistical package for social science (SPSS) program. In addition« several
statistical methods have been used such as: the simple linear regression
analysis¢ the multiple linear regression analysis¢ the stepwise regression

analysis and the path analysis using AMOS.

The study has culminated in a few results. The most important of which
Is that there is a statistically significant impact of the strategic intelligence on
service quality in the Jordanian commercial banks. Also« there is an impact of
the strategic intelligence on service quality with the presence of the strategic

flexibility in the Jordanian bank’s companies.

The study presents hereunder several recommendations: the existence of
a statistically significant impact of strategic intelligence in its represent by
(foresight« systemic thinking« future vision< motivation«< and partnership) on
the quality of banking services in Jordanian commercial banks¢< and the
presence of an effect of strategic intelligence on the quality of banking
services with flexibility. Strategy in Jordanian banks. Also its recommended
the need to create departments specialized in strategic intelligence within
Jordanian commercial banks« in addition to promoting the culture of strategic
intelligence« as well as the need to expand the use of information technology:
especially strategic information systems« as a means of disseminating strategic

information within all administrative levels.

Key Words: strategic intelligence« service quality« Strategic flexibility:

Jordanian banks.
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