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THE IMPACT OF STRATEGIC PLANNING IN THE ADOPTION OF ELECTRONIC
ADMINISTRATION ON THE ELECTRONIC PERFORMANCE.
ANALYTICAL STUDY OF A GROUP OF GOVERNMENT BANKS IN MOSUEL CITY

Introduction. The dependence on
information and communications technology
becomes one of the important pillars from
which modern administration has been the idea
of employing information administration
evolved considerably. The idea of the
electronic administration goes far beyond the
concept of mechanization own admini-
strations work within the institution, to the
administration of all components of the
planning, implementation, monitoring and
evaluation and stimulating but it is
characterized by its ability to synthesize
knowledge on a continuous basis and employ
them in order to achieve the goals. The
electronic administration relies on infor-
mation structure within the institution to
develop an integration vision check and then
business performance. Managers seeking to
take advantage of information and
communication technology, in the perfor-
mance of functions performed by its employers
in various departments in order to reduce the
total costs and raise productivity and reduce
the time required to perform, and improve
decision-making processes, and as a result
improve the products, and to ensure the lifting
of the volume of sales, and to achieve profits,
and including help to achieve the company's

goals and spread the word, and to ensure
continuity, and formed in the light of this, the
study of the following axis: the first devoted to
the methodology of the study, while the second
dealt with the theoretical side, while the third
axis Straighten the field side, included fourth
axis conclusions and proposals. We will
discuss these themes in turn.

The first axis: a systematic study

1. The problem of the study:
Government banking sector is facing
difficulties limit the capacity of the sector to
achieve its objectives in providing services
specifications live up to the customer actually
expectations, and can be summed up these
obstacles to the lack of demand individuals in
various categories to deal with the banks, as
well as the low volume of activities and
facilities trade and investment-related due
preoccupation with the performance of the
tasks of the banks are not at the core of its
terms of reference currency exchange
disbursement and pensions., All of this has led
to the reluctance of the majority of customers
continue to deal with the banking sector due to
weak provided in terms of quality and put the

current study, the assumption that all those pg
obstacles resulting from the lack of strategic (W
entrances of banks in relation to the adoption Y1

[ I

HAYKOBHH BICHUK BY/[IBHUI[TBA



BbY/ZIIBHUIITBO

of e- administration to increase the efficiency
of the performance of the electronic banking
service. According to the study, said the
problem could develop in a more evident in the
attempt to answer the following questions:

1. Is strategic planning affects the
electronic performance in the banks under
study?

2. What extent strategic planning affects
the dimensions of electronic administration in
banks under study?

3. Is affect the dimensions of electronic
administration in banks under study, the
electronic performance?

2. Importance of the study: Importance
of the study, in essence, that the using of
information technology that have a signi-ficant
impact on the success of organizations and
improve their electronic performance where
gaining study and analysis of the banks is
particularly important because the develop-
ment of its business and the use of advanced
technologies, and reflect the field importance
to study and extent of interest earned from
owning banks of information technology. It
can summarize the current study to show the
importance of the role of strategic planning in
the administration to adopt electronic perfor-
mance.

3. Objectives of the study: The study
identified targets, including the following: To
identify the extent of effect Strategic planning
in the adoption of electronic performance in
banks under study. Test the impact of stra-tegic
planning on the dimensions of electronic
administration in banks under study. Disc-
losure of the extent of Effect The dimensions
of the electronic performance in banks under
study. The impact of strategic planning study
on the electronic performance through
electronic administration dimensions variable
broker. In the banks under study.
The limits of the study:
1. Temporal field: The field study is limited in
the period of 22/11 / 2013-22 / 2/2014.
2. spatial field: the study is limited in the three
branches of Rasheed Bank in Mosul.
3. Study Approach and methods of data
collection and information:

L 236

Researcher adopted on the descriptive and
analytical approach based on field study to
obtain the data from the main sources and test
the validity of hypotheses to answer questions
about the study by relying on resolution.
Which are designed according to scientific
steps accepted, which included four
paragraphs, namely:
first: specialized demographic and tariff data
relating to descriptions of the study sample
(age, gender qualification, job title, service pe-
riod (experience in years).
second: specialized indices related to the inde-
pendent variable (strategic planning), by (7) is
as measurement indicators measure related to
the message and Environmental Analysis
SWOQOT)) and objectives by depending on the
source (Kubaisi 0.2012).
third : specialized median variable indicators
(electronic administration) by (17 ) is a meas-
urement indicators and depending on the
source (Otaibi 0.2010).
fourth : specialized dependent variable indica-
tors (electronic performance) by (29) as meas-
urement indicators by depending on the source
(Hassan, 2007). The display of each variable
across a range of phrases, according to the Lik-
ert scale quintet, which began with "strongly
agree" and ended with "strongly disagree."

And after distribution the application form
subjected to test the validity and reliability by
using statistical software (SPSS.16) and got a
degree reached to the (0971) according to the
"Krumbach alpha" coefficient and the re-
searcher adopted on Arabic and foreign refer-
ences, journals, thesis of universities, Iraqi vir-
tual scientific library and information from In-
ternet related to the subject of study to cover
the theoretical side and support the field side
of study. Regarding statistical analysis has
been to rely on statistical measurements, distri-
bution recurring, percentages, standard devia-
tions and coefficient of variation, also used all
of regression to test hypotheses of study.

The study scheme and hypotheses as the
scheme shows the general shape of the study
variables and components comes (1):
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Mean variable

Standardized
Coefficients

Unstandardized
Coefficients

senior management

Planning

aterial supplies and

Strategic

Human and skill
requirements

rganizational cults

Fig. 1. Scheme of study -preparation by researcher

7. Hypotheses:

The scheme (1) reflects possibility of
relationship between the un standardized
variable  (strategic planning) and the
standardized variable (Electronic Perfor-
mance), median variable indicators (elec-
tronic administration), and ending To prove
The prospects for this relationship and
branches, the current study adopt, the
following assumptions:

The first hypothesis: There are a number
of statistically significant correla-tions
between the study variables (Strategic

Planning, electronic administration, elec-
tronic Performance), look (Fig 1).
The second hypothesis: There is

significant Statistical Effect of Strategic
planning (in standardized variable) on elec-
tronic administration (standardized variable) in
the banks under study.

The third hypothesis: the existence of a
significant effect of strategic planning on
electronic performance.

The fourth hypothesis: The existence of
a significant influence on relationship of
electronic administration with electronic
performance variable.

8.  Description ~ Community  and
Characteristics the study sample:

The study tested the hypothesis in a group
of branches of government Rasheed Bank in
Mosul as an filed To conduct study, And the
following is a brief overview of the aspects of
these banks, it was a choice three branches of
Rasheed Bank from six branches work in the
Mosul city, Through the using of intentional
sample Consists of 60 members divided among
managers, assistants mana-gers, heads of
departments and directors of administrative
Jegal units , from upper and middle
administration  distributed  them  form
questionnaire designed for this purpose has
been retrieved all Response rate 100% (look
table 1).

Table 1 - Data on the banks included in the study.

. Branches Questionnaire
Bank Presi- —
dent Branch Number Address Year Recipient/ | Reccurent/
Name Founded Number Number

Dawasa 130 Pedal area 1972 20 20

Mosul 3 Pedal area 1988 20 20
Rasheed =t iid ibn

) 100 Pedal area 1948 20 20
Walid-al
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Source: Table prepared by the researcher
in the light of the induction booklet for banks
under study.

The table shows (2) Special for
respondents workers in the branches of the
banks surveyed as follows:

Table 2 - A description of the study sample (workers)

238
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Gender Males Females Total compound Faculty
ratio
Number |% |Number |% 60 100
18 30 42 60
Age 20-30 year 31-40 year 41-50 year More 51 Total | %
Number |% |Number |% Number |% Number |%
11 18 14 24 17 28 18 30 |60 100
Job title Director Associate Head of department | Administrative | Total | %
director and legal
Number |% |Number |% Number |% Number |%
1 2 |31 52 8 13 20 33 |60 [100
Number of |Less 10 years |11-20 years 21-30 years 31 and more |Total |%
service years [Number (% |Number |% Number |Percentage | Number |%
14 23 |13 22 15 25 18 30 |60 (100
Academic | Secondary Diploma Bachelor Phd Total | %
achievement |school
Number |% |Number |% Number |% Number |%
21 35 |13 22 26 43 0 60 (100
1. Gender. male ratio was of the 4. service years: the highest category is

respondents (30%), while the percentage of
females (60%) and we note the important role
of women in the banking business and is a
good indicator, because the banking business
compatible with the nature of women.

2. Age: We note from the table that the age
group (20-30 years) represent (18%) of the
sample, and the age group (31-40 years)
represent (24%) of the sample and then come
category (41-50 years) and by (28%) and
finally the category (51-over) and year (30%)
is an indication of the natural universe of
respondents who have a long service in the
banking business.

3. The Job title: regarding job title -the
proportion of assistants director was the largest
in the banks, amounting to (52%) ,the number
of members who represent total (31) members,
followed by workers in the administrative and
legal ratio reaching (33% ) the number of
members (20) member, followed by the
percentage of head of department or division
responsible

(13%) the number of members (8) and
then as director of personnel amounted
percentage (2%), number (1).

(31 and over) in the government banking sector
as an rate of (30%) represented by (18)
member of the study sample, followed by
category (year 21-30) (25%) represented by
(15) members of the study sample, followed by
members of the group (10 or less) (23%)
represented by (14) member and finally
category (year 11-20), (22%) represented by
(13) members of the government banks
sample.

5. Academic achievement: majority of
respondents to government banks have
bachelor's degree (43%) of the total
respondents that any number of members
(26)member , followed by secondary school
certificate amounting (35%) the number of
members (21 ) member, then the proportion of
the certificate diploma reaching (22%) the
number of members (13) member

The second axis: theoretical side

First- concept of strategic planning

E-Business for the company development
requires, existence of a comprehensive
strategic planning for the transition to the new
activities and apply them successfully through
design strategy expresses about the mission
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and vision of the organization and strategic

objectives that represent the core purpose

(Alomari, and Samurai 0.2008). Because it

actively contributes to uncover all the factors

that carry the organization to success, and
avoided the failure factors, so the organizations
that transmit its electronically based mainly on
planning for the resources to find out the extent
of its ability to achieve its goals (Patha &
Baldwin, 2008) .The electronic planning in
terms of overall limitation may not differ from
the traditional planning, both of them depends
on goals setting and identifying ways to
achieve (a star, 2004.297). The technology of
modern easier for organizations to work and
gave it a unique advantage for their business
and for the organization to become a leader in
the technology by docile toward strategic
planning that is Kan achieve excellence
(Beach, 2004: 82) , organizations are
sponsoring the Internet technology in their
work may be lost due to the absence of
strategic planning (Saban, 2001: 26) It must be
said that not all companies can succeed when
operating the Web, not all e-business can
contribute to achieving a competitive
advantage (Rich, 2006: 12). So the strategic
planning considers the basic process that
advances any administrative process, and by
which to determine the organization's mission

and setting goals and strategies, and draw a

different policy inevitable necessity for the

success of any business of the business. It
specializes determine potential required to
achieve them.

(1) The importance of strategic planning:

The importance of strategic planning in
the identification and formulation of the core
issues, and strategic directions of the
organization to be the basis and premise in
directing the operations and administrative
functions, and raise the level of awareness of
the change in the incident external
environment, and its importance can be

summed up in the (Aldahr, 2009.82):

v Increase management's ability to control
the resources available and the
rationalization of allocation within the
limits of the restrictions imposed on them.

v’ provide a framework to management guide
in decision-making.

BY/JIBHUIITBO

¥v" Minimization conditions of uncertainty
factors for the external environment, and
the diagnosis of their effects on traffic
management, and the development of
methods and tools to deal with them and
restrict their effects, and to identify
opportunities.

v’ Strategic Planning helps organizations to
develop standards for the supervision and
evaluation of performance.

v’ Strategic planning ensures the success for
business organizations, and managers.

(2) Strategic planning objectives:

Strategic planning objectives have been
identified, including the following: (Abu
Hashim 2007.33) 1) treatment of uncertainty in
the organization's work environment. 2)
Identifying and directing strategic paths of the
organization. 3) Develop and improve the
performance of the organization, and the
development of administrative systems in the
organization. 4) Supporting and development
the capacity of human resources in the
organization.

(3) The organization’s mission:

The organization's mission considers
foundation that determines the current and
future field work of organization and
distinguishes it from other organizations, and
the mission must be to determine the best ways
to exploit the organization possibilities, and
define the pillars of success which the
organization will depend on it, to outperform
whether this field respect to products
produced, or that types of consumers, or the
technological side wuser .an organization
develops its mission through a series of stages
(Sirefi 0.2008: 179-180) and shows (instead of
0.2001: 54-55) the importance of the message
in the following: develop a consensus on the
basic objectives and to give a clear vision of
the nature of the organization's work. they give
a definition of work helps to make strategic
objectives are clear and real. It promotes and
adopt an environment integrated and coherent
and unified. Organizationally. Facilitate of
dealing of internal and external sides with the
business organization as a result of the
existence of a clear philosophy.

r 6EC
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(4) Environmental analysis:

SWOT is analysis, which aims to compare
the strengths and weaknesses in the
organization by the opportunities and threats
produced by the external environment. SWOT
analysis depends on the assumption that the
active strategy is working to enhance the
strengths and opportunities of the organization
points, and minimize the impact of weaknesses
and potential threats.

Seen (Dess, et.al.2007,78) an analytical
tool to assess the opportunities and threats in
the external environment as well as the
strengths and weaknesses in the internal
organization environment, and pointed (Alani
and Jawad 2008.43) that the SWOT analysis is
a planning tool for success in to deal with the

changing environment . SWOT analysis helps
in the evaluation of the process and review the
current performance of electronic business and
compared with the target criteria, as well as the
role of supporting the creation of an electronic
strategy will enable the organization to focus
on the elements of strength and investment
opportunities or to change the strategic path to
resort to new defensive strategies when there
changes in the external environment (Al-
Tikriti and Alaak .2006) (142: regarding the
components. As this analysis the table (3)
review the factors affecting the internal and
external environment of the organizations in
the field of electronic administration.

Table 3- Sanalysi SWOT matrix (Strengths, weaknesses, opportunities, threats)

Strengths

Weaknesses

Direct contact with customers.

Easily create websites

Start-up costs are relatively low

Easily promote products and services on

Low consumer electronic financial services B
Limited use in e-administration.

The absence of a legal regulatory framework of
electronic integrated circuit.

the Web.
Ease of finding information ..
Provide immediate information for

poor communications infrastructure is relatively.
Low salaries in the IT and telecommunications
sector.

businesses from interne
Development in the telecommunications
sector

Lack of flexible payment systems.
High costs of developing the Web site.

Opportunities

Threats

The ubiquity of the Web.

The widespread use of computers.
Lower information costs.

Reduce the cost of digital goods and
Services.

Provide opportunities for investments in
information technology.

Increasing training and education in the
field of electronic administration.
Increase local internet portals.

The emergence of new technologies.
security problems of the Internet

Privacy issues.

Lack of strategic vision of the State E-

administration..

Lack of planning acts of VVPL all companies.

The weakness of employment.

Increased competition for new intruders.

Preparation researcher: Depending on the specific aspect theoretical literature.

(5) Objectives:
strategic objectives are formulating after
the external environment and internal
environment analysis by comparing the
strengths and internal weaknesses with
opportunities and environmental threats
(external) whether current or anticipated in the
g future, through the use of technology (SWOT)

and comparing the results obtained with the
capabilities and resources essential to the
organization, and must be characterized by
goals (Miller & Dess, 1996, 18): susceptibility
quantifiable / clarity and ability to understand
|/ objectivity and realism / participation of
workers in setting of objectives/ harmony and
coherence between the objectives / puplic and
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inclusiveness / that are cost-benefit calculation
when placed / to be documented and written
and specific achievement during the period of
time in the light of available resources/obtain
the support and the support of senior
administration, there are no goals suitable for
all organizations and all situations, so it was
incumbent on the organization to define its
objectives in line with the strategic vision of
her and with her message, which aspires
passed them on to the community and its
philosophy and the need for dealers with it.

Second: the electronic administration

(1) concept and importance and
objectives:

The modern administrative efforts push
for the exchange of information and data, and
active participation in decision-making, by
relying on a network of computers, which
connect the organization departments and
branches with each other, and this is what
makes up the renamed model of electronic
governance (Al Hammadi, 2004.3)

Electronic- administration implements
the administrative functions of planning,
organizing, monitoring and decision-making
through the use of information technology
systems within the organization on the one
hand as you link the organization category
influencer's administration (suppliers, buyers,
clients, competitors, devices and government
Organizations) in order to develop the
organization's relations with its environment
on the other hand The importance of electronic
administration is, reflecting the most important
function in any organization, namely the
administration, that activity which features it
plans and directs, organizes and stimulates and
monitors all other activities, in any section of
the people of the organization, and whenever
they (management) on a high level of

BY/JIBHUIITBO

competence and skill level and flexibility, the
more organized opportunities in the progress
and development of more and excellence, and
vice versa (aldhafi 13). the ultimate objectives
of electronic admini-stration is the formation
of the real value of the series and added to the
organization and to link this series using
telecommunications networks (especially the
Internet) with a series of influential values, and
that of in order to achieve competitive
advantage strategy confirmed.

2) The elements of the electronic
administration:

The electronic management and the
information technology revolution is the
creature of the mixing of the three-fertile
computer hardware, Source: Saad Ghalib,
(2009), «electronic managementy, Daralazuri
scientific publishing distribution, Amman,
Jordan and communications networks, and is
located in the heart of these components of
knowledge makers of experts and specialists
who represent the functional and human
infrastructure of the system of electronic
administration, and Figure 2 above shows the
basic elements of electronic administration.
Moreover, the essence of the work of the
electronic administration is based on the idea
of achieving synergy structural between
elements of computer hardware, software, and
communications networks, in order to achieve
the greatest possible automatic computing in
the flow and the activities of the Organization's
operations at home and abroad to ensure a
rapid response to the incentives change of
environment competitive, and the emergence
of alliances and electronic management
activities.

r I
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Figure 2. The elements of the electronic administration.

(3) The dimensions of the electronic
administration:

Managers practice under the electronic
administration model, an important role,
promotes their roles in thinking, creativity and
take advantage of the physical and human
resources, and cultural, in order to achieve the
objectives of the organization and must say
that not all organizations can succeed when
operating the Web, not all E-Business can
contribute to achieving competitive advantage
(Rich, 2000: 12), but there is a range of
dimensions if available and integrated across
the purposeful management system, which
imposes on business organizations to change
their operations with the changing technology
and methods of international labor, (Pinder,
2005, 18) and this whole constitutes electronic
administration dimensions which can be
displayed as follows:

(3.1) Support and commitment of senior

management:

In light of the spread of information and
communication  technology, and low
acquisition and operating costs, in any

organization, there is no way to benefit from
this technology, without the presence of the
commitment and support sustained by senior
administration, as senior administration plays
a crucial role in the adoption of electronic
administration project, it is also play an
essential role in the application and integra-
tion of aspects, including both material or
human or other information requirements. It is
known that senior administration, is
responsible class basis, for the formulation of
the strategy working for any organization and
follow-up  application and comprehen-

siveness, and the adoption of electronic
management application amounts to be a
strategic  project, deserves support and
commitment, and the benefits realized by the
application, not the task of only short-term ,
but its long-term effects on the future of the
organization and its reputation and shares
market, locally and globally, then senior
management commitment and support,
represents the essence of the dimensions of
electronic management model dimension, that
were not of the most important application of
the model dimensions (roger, 2004, 76).

(3.2) Material supplies and
programming:

During the last two decades the
capabilities and potential of electronic

computers has doubled hundreds of times, as
increased speed of information processing.
And Computing electronic, a set of material
parts tangible, receives the data and stores, and
address the complex processes, in fact the
physical and material components, remain
completely unable to provide any service or to
respond to any order, without software, as the
case in the evolution of the physical
components of electronic calculators, also the
software components developed (components
intangible) very fast, and has become more
efficient and easier to use. There and became
great opportunities for networking and active
participation of the information and data with
more than one party inside and outside the
organization, using electronic networks, the
international information network (Internet) is
the most important (Bill, 2008, 6). material
supplies and the software includes a set of tools
related to the setting up and operation of
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electronic computers and connect them with
some, in order to accommodate the large
amounts of data, information and perform a
number of operations on them, with non-
residual storage in the rules and mechanisms in
the hope of benefit from them in the future
again (white, 2002, 22).

(3.3) Human skill and supplies:

There is no doubt, in the electronic
administration model, a great need human
skills and capacity qualified to keep up with
rapid movement in the development of
information and communication technology
field, and the formation of an internal centers
in any organization to copy and disseminate
those skills for all employees in the
organization through training and education
mechanisms and the adoption of technology, in
order to raise the efficiency of functional and
administrative processes. Human and supplies,
including holdings of skills, also contribute to
the dissemination of knowledge and
information  between all  departments,
especially if there is a proper system of
material incentives or legal persons that pay
workers to develop their skills and experience
are constantly and continuously, in order to
keep abreast of developments in the
performance of jobs the one hand, and uses of
information and communication technology on
the other hand (Roger, 2004, 17). The
electronic model, such as administration, need
more than non-qualified human resources,
which possesses the skills and experience of
what makes use electronic computers and
networks are promotes functional tasks
assigned to each employee or agent (pindar,
2005, 76).

(3.4) Organizational culture:

The human diversity Became represent
one of the most important organizations
properties, so individuals workers will need to
cross the cultural barrier and cognitive
differences, knowledge of interventions and
the differences that exist between these
variables in order to perform their job
successfully, fill in society overlapping
cultures and global economy is growing and
increasing technical specialist (Al-Otaibi,71

BY/JIBHUIITBO

complicated process, if there is no
organizational culture at a high level of
awareness among all personnel, some with
others on the one hand, and with them and with
the executive departments on the other hand,
would help to bring about changes in the
organizational culture , to accommodate the
electronic working vocabulary, and increases
the need for organizational culture, because it
allows the application of electronic
administration in a simple and easy, start
comprehensive and expansion, little by little,
which reduces the chances of the forces of
resistance to change appearance and thus the
electronic work failed, partial or total (Aldhfi,
2006 0.17).

Third: The electronic Performance

(1) Performance Concept:

The performance concept is more
complicated and ambiguous because it is a
central hub to guess the success and failure of
organizations. The electronic performance is
an important and fundamental concept of
business organizations is the mirror that
reflects the situation in the various aspects
(Majeed 2006.170). The performance is a
reflection of the ability of the organization and
its ability to achieve long-term goals and the
light in accordance with the specific
interaction with internal and external variables
standards, as confirmed (al-Obeidi, 2007.58)
in the same direction that the concept of
organization performance will be through the
following dimensions: Quality
management;The quality of goods and
services; innovation; the organization ability to
attract talented people and retention; Social
Responsibility; The value of the investment in
the long term.

(2) Electronic performance:

The organizations success in the new
world of business should be to adopt a
electronic action via digital devices, computer
networks, therefore provides a fast, flexible
and low-cost ways for business. The electronic
performance, is organizations using  for
Internet and other digital applications in the
providing of services and information to its
employees, that the qualitative transformation

2010: ). The process of applying electronic
administration and use, difficult and

in business has led to the emergence of N
electronic service element, a concept that finds ¢y
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HAYKOBHH BICHUK BY/[IBHUI[TBA



244

BbY/ZIIBHUIITBO

place in the strategic confluence (Alalak,
2004.63),The first of strategic point is to
transmission of the economy in goods to
services, while the second is represented in the
massive and rapid expansion of electronic
information and networking economy, has
been the most successful organizations focused
on work to find out what is the thing that
customers want until you ensure the continued
excellence and success, by working to change
the style Managing the prevailing desires of
customers and giving first priority, (Dararkah
etal., 2001.143). Organizations have been able
to and through Matuverh of very high potential
to achieve advanced models in the
development of the level of performance in the
basic elements (Hasan, 2002.7) the following:

1. The high-speed performance: shout it
possible to complete a large volume of tasks
using the computer and available software.

2. High quality and performance: it has
become a specification of the performance
results achieved more in conformity with the
standards, because of performance resulting
from automation accuracy.

3. Reduce the cost of performance:
accomplish the tasks cost decreased due to
lower human effort (speed and accuracy of
delivery) and low damage and losses.

Based on the foregoing we can say that
information technology has become a system
to accomplish the tasks and activities that are
executed electronically.

(3) Concept of electronic service:

Defines service as «a performance activity
directed to satisfy the specific needs of
customers, also known as activity or benefit
can any party to submit to another party», and
defined as business processes, events and
performance (Zerthaml, 2002, 5) and can be
seen to the service as part of a content business
strategy, e-on it's the performance of work or
activity play business organizations, which
consist of a group of subscribers via the
Internet (Abu mouse, 2004.196). He adds
(Lovelock, 2001,16) that there is in fact a set
of characteristics that contribute to the greater
degree of understanding of the services can be
viewed as a performance or performance
efforts being made and addressed to the

satisfaction of certain needs and according to
the different desires.

Based on the foregoing that the
performance of the electronic service
associated comprehend the customers for the
actual performance of the service rendered
such as the facilities which associated with
providing the service, and individuals those in
charge of the performance of the service,
which includes style made by the service, and
gets the customer actually the way that leads
out of service, so the outcome of the interaction
between the customer and between the
elements of the service organization itself, that
calls for organizations to conduct surveys to
find out the opinions of customers prefer to
have this poll objectively and according to the
scientific method. The growing power of the
customers and the competition for acute
organizations to improve customer service,
and the evolution of the entrances innovative
to satisfy customers, the organization needs
after obtaining prior permission from the
customer to understand the extent of awareness
of customer's existing relationship with them
and represented in the following areas (Turban,
2003, 13):

1. Interaction:

Any interaction process is identify on the
extent to which the case of real interaction
between the organization and its customers,
and the extent of reaching the level at which
the organization is looking forward to him
which ensures strong and sustainable
relationship that aspire to it, and this Be
achieved by increasing the ratio of inflows to
the external interactions and measure the
interaction of knowing the length and intensity
of interactions and conversations with
customers and get satisfaction by (Turban,
2003, 13).

2.The Accessibility:

To be sure that the organization which
want to configure, develop and sustain
successful relationships with customers in
every place and time need to be increased
interest (Alalaak, 2004.238), the question of
the extent to realize the customer's ease and
difficulty of access to the organization's Web
site because it is one of the vital issues that
should be on the organization action toward
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measurable, or identify them and this can be
achieved by conducting surveys among
customers for their opinions, and most
important things that should be measured those
relating to: easy access and easily handle.

3. Opting:

the customer considers master of the
situation in the electronic service environment
and the organization should in this case to
ensure the safety and effectiveness of their
plans, and the proper construction requires the
long-term of relationships between the
business and customers more than just plants.

Automation of activities, events and Blue
sees (Blue, 2000) that customers are
characterized by the following characteristics
and features:

1. The desire to obtain information and
data quality are consistent with their needs and
desires.

2. Full readiness to receive information
from the organization, and provide the
organization with the required information and
data.

3. a firm desire to get the services and
solutions are ideal.

4. desire to deal with one channel and not
several channels.

5. tendency for continuous service around
the clock and in the time and place of the
customer.

4. Stickiness:

It is extent of the commitment of
customers to deal with the organization and her
preference their readiness to keep the
cooperation with them apart from the presence
of competitors in the market. Basic philosophy
(electronic) of the service lies in the focus on
citizens through identify them closely, and
interact with them more closely in order to
meet their needs, (Maoz, 2001,25) and
(Turban, 2003, 13) suggests that the successful
service motives include simplicity, appropriate
speed, reliability, and cost efficiency, and
credibility, and the link personality. The will of
the vast majority of these elements in the
systems offered by information technology
within the organization to the customer.

6. Profitability
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to achieve success and gain the status of the
organization

Thus markets expanding and maximizing
wills (Dodge, 2006.80). And in order to
achieve stickiness and interaction with the
customer to choose must be the successful
relationship (profitable) Long term with the
customer, what should be measured in this area
is:

* inflows which inter from customers
revenues and relations with them.

* outflows emerging about the relationship
with the customer management in the sense
that the costs borne by the organization to the
customer service flows.

Based on the foregoing that the
performance of the electronic service
associated comprehend the customers the
actual performance of the service provided
facilities that accompany the provision of the
service, and individuals those in charge of the
performance of the service, which includes
style made by the service, and what the
customer actually gets it and the way in which
the service is performed.

SECTION(J3): FIELD SIDE

This section includes the following
themes:

First. Description and
strategic planning of variables:

Note from the data table (4) of the
Distributions recurring The arithmetic mean,
standard deviation of the strategic planning
variable paragraphs that the highest percentage
of respondents agree on the necessity of
adopting attitudes toward strategic planning
and its use in the practice of different
businesses, and the table shows (4) the
existence of the proportion of positive
agreement of (38.557).

We note that (31.185) of respondents
agree to some extent on paragraphs this
variable, while we find that (30.258) pointed to
the need not to agree to the adoption of
strategic planning in various businesses.
Among the most prominent paragraphs that
have contributed to the enrichment of this
variable is (x5-x6-x2). These answers came
with a mean (3.187) and the standard deviation

diagnosis of

With the best technology, both from the
performance and productivity can be improved

(1.077). The table (4) also shows electronic N
management variables data and a high agree {5

[ I
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proportion that its need to adopt practices
electronic administration among the relevant
parties that contributing to the reduction of a
lot of time and effort and increase the exchange
of ideas, where the proportion (42.606) of the
total percentage is highlighted paragraphs
which contributed to the enrichment of this

variable is the (x12-x15- x8-x9-x22), while the
(25.525) of individuals agree to some extent.
The proportion of those who do not agree was
(31.869). The arithmetic mean index (3.461),
the standard deviation (1.161).

Table 4 - Distributions recurring , arithmetic means and standard deviation of the variables
dimensions of strategic planning and electronic administration.

Dimension | Variable [ I completely | Agree Neutral Oppose |Strongly |Mean |[The
agree disagree standard
K % K % K % (K [% |K |[% deviation
Xl 8 13.3 |11 (18.3|26 |[43.3|13 [21.7(2 |3.3 |3.166 |1.027
- X2 8 13.3 |15 [25.0|22 |[36.7 |13 [21.7 (2 |3.3 |3.233 |1.047
=
= X317 |u7le |150|18 [300|22 [367|4 |67 |2883 1121
S X4
=3 6 10.0 (12 |20.0{20 |33.3(19 |31.7|3 |5.0 |2.983 [1.066
(]
S X5
& 17 28.3 |21 |35.0|12 |20.0{10 |16.7|0 |0 |3.750 |1.051
X6 10 16.7 |21 [35.0|15 |[25.0|10 |16.7 (4 |6.7 |3.383 |1.151
X7 6 10.0 |11 (18.3|18 |[30.0 |22 |36.7 (3 |5.0 |2.916 |1.078
Average 38.557 31.185 30.258 3,187 |1.077
X8 16 26.7 |13 |21.7 |15 |25.0|12 |20.0|4 |6.7 |3.416 |1.266
X9 11 18.3 |22 [36.7|18 |[30.0/9 [15.0(0 |0 |3.583 |.961
X10 10 16.7 |15 (25.0 |22 (36.7 |12 [20.0(1 |1.7 |3.350 |1.038
- X11 13 21.7 |17 |28.3|18 [30.0(12 |20.0|0 |0 |3.516 |1.049
2 X12 21 35.0 |20 |33.3|10 |16.7|6 |10.0{3 |5.0 |3.833 |1.166
S X13 9 15.0 |8 |13.3|7 11.7 118 |30.0|18 |30.0|2.533 |1.431
:é X14 15 25.0 |14 |23.3|20 [33.3|9 |15.0|2 |3.3 |3.516 |1.127
£ X15 15 25.0 |22 |36.7|11 |18.3|9 |150|3 |5.0 |3.616 |1.165
S X16 9 15.0 |6 [10.0|13 |[21.7 |22 |36.7 |10 |16.7 2,700 |1.292
'g X17 8 13.3 |7 11.7 |15 |25.0|22 |36.7|8 |13.3]2.750 |1.229
5 X18 6 10.0 |11 (18.3|12 (20 |27 |45.0(4 |6.7 |2,800 |1.131
ﬁ X19 8 13.3 |12 (20 |10 |(16.7 |27 |45.0(3 |5.0 |2.916 |1.183
X20 10 16.7 |10 [16.7 |16 |[26.7 |17 |28.3|7 |11.7|2.983 |1.268
X21 12 20.0 |12 |20.0|15 |25.0|15 |25.0|2 |3.3 |3.350 |1.161
X22 13 21.7 |15 |25.0|23 [38.3|9 |150|0 |0 |3.533 {0.999
X23 11 18.3 |14 (23.3|20 |(33.3|13 |21.7(2 |3.3 |3.316 |1.112
Average 42.606 25.525 31.869 3.231 |1.161
Third.  Description  of electronic high agreement between the sample members,

performance and diagnosis variables:
1. Description of interaction variable and

O diagnosis: The results (Table 5) that there is a

L24

amounting to (50.66), which refers to the
interaction case between customers and the
bank, variable (X28) has been more variables
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in support of this dimension, which refers to
the interaction case has the bank'’s ability to
stimulate the customer and the formation of a
close relationship with him. This variable has
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come a mean (3.616), and a standard deviation
(1.106).

Table 5- Distributions recurring of arithmetic means and standard deviation of the electronic
performance variables dimension.

I comple- Strongl The

Dimension |Variable telyagree Agree | Neutral | Oppose disag?ez Mean | standard
K|l % K| % | K| % |K|% | K| % deviation

- X24 | 20 |33.3]|20(33.3|13|21.7| 6 [10.0| 1 | 1.7 |3.866| 1.049

2 X25 11 |18.3| 9 |15.0/10 |16.7|25|41.7| 5 | 83 |2.933| 1.287

3 X26 12 |120.0|18(30.0| 19 |31.7/10|16.7| 1 | 1.7 | 3,500 | 1.049

= X27 16 |26.7|12(20.0|23|38.3| 7 |11.7| 2 | 3.3 |3.550| 1.111

B X28 15 |25.0(19|31.7|16 |26.7| 8 |13.3| 2 | 3.3 |3.616| 1.106
Average 50.66 27 22.34 3.493| 1.120

° X29 16 |26.7|13]21.7(21|350/1016.7| 0 | O |3.583| 1.062

:>‘m X30 11 |18.3|12(20.0| 24 |40.0{12|20.0| 1 | 1.7 |3.333| 1.052

= 9| X3l 11 |18.3|12]20.0|22 |36.7|13|21.7| 2 | 3.3 |3.283| 1.106
c‘é§ X32 14 |23.3|15(25.0/25(41.7| 3 | 50| 3 | 5.0 |3566| 1.063

|E_’ X33 14 123.3|17(28.3|20|33.3| 7 |11.7| 2 | 3.3 |3.566| 1.079

X34 17 |28.3|17(28.3/20(333| 5 |83 | 1 |17 [3.733| 1.022

Average 46.934 36.666 16.4 3.510| 1,064

§ X35 21 |35.0[20|33.3|12|20.0] 6 [10.0| 1 | 1.7 {3,900| 1.052
= % X36 22 136.7]15|25.0(13|21.7| 9 |15.0] 1 | 1.7 |3,800| 1.146
S j= X37 9 |[15.0]22|36.7/18(30.0/11(183| 0 | O |3.483| .965
g & X38 13 |21.7|12]20.0/18 |30.0|16|26.7| 1 | 1.7 |3.333| 1.144
o X39 15 125.0|13(21.7|21(35.0(10(16.7| 1 | 1.7 |3.516| 1.096
5 Average 54.02 27.34 18.64 3.664 | 1,080
§ " X40 8 [13.3]18(30.0/12|20.0|20(33.3| 2 | 3.3 |3.166| 1.137
w § X41 12 [20.0| 7 |11.7| 9 [15.0| 22 |36.7| 10 |16.7|2.816 | 1.396
= X42 9 |[15.0| 9 (15.0]12|20.0|23(38.3| 7 |11.7|2.833| 1.264

= X43 10 |16.7|12|20.0| 8 |13.3|27 |45.0| 3 | 5.0 |2.983| 1.241

X44 7 [11.7]21|350|14)233|16|26.7| 2 | 3.3 |3.250| 1.083

Average 37.67 18.33 44 3.010| 1.224

X45 15 |25.0(21|35.0/18 |30.0| 6 |10.0| O | O |3.750| 1.950

X46 11 |18.3|14(23.3|23|38.3|11(183| 1 | 1.7 |3.383| 1.043

E‘ X47 8 [13.3]13|21.7|18|30.0{19(31.7| 2 | 3.3 |3.100| 1,100

2 X48 9 [150(15|25.0/19|31.7|13|21.7| 4 | 6.7 |3.200| 1.146

% X49 7 [11.7113|21.7|15|25.0{22 |36.7| 3 | 50 (2983 | 1.127

5 X50 7 [11.7]11/18.3|16|26.7|24|40.0] 2 | 3.3 |2.950| 1.095

X51 10 | 16.7|10(16.7| 16 {26.7|19 |31.7| 5 | 8.3 |3.016 1.228

Average 39.057 29.714 31.229 3.197 | 1.241

2. Description the ability to access,
diagnosis variable: The data Indicate (Table 5)
to the (46.934) answers of the study sample
confirms the existence of a high percentage of
agreement to the attention of the bank his
handling with the customers, and the use of

methods to help them ease contact your bank
through variable (x34) and (X33) where he
contributed to these elements enriching this
variable that came by agreement (56.6%), (51.
6%), respectively, and the mean (3.733, 3.566) J>
and standard deviation (1.022, 1.079).3. N
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Description and diagnosis of selection
variable: The data of table (5) show existence
of a high agreement between the answers to the
study sample was (54.02) compared to (18.64)
does not confirm it and (27.34) were without
opinion. There are two shares in positive this
variable are (X35) and (X36) who indicate the
transparency which handles customers with the
bank owning the bank sufficient information
about customers and their addresses and phone
numbers and their e-mail and the possibility of
the bank to contact them and obtain the
necessary information. Who came by (60%,
0.433%). The mean (3.900, 3.800) and
standard deviation (1.052, 1.146).

4. Description and diagnosis of sticking
variable:

The data of (Table 5) indicate to existence
of an agreement on the interest the bank to
conduct exploratory studies to determine the
opinions of customers, has reached agreement
ratio (37.67) compared to (44) do not agree.

5. Description and diagnosis of profi-
tability variable:

The data of table (5) show to existence of
a large agreement between the answers of the
study sample was (39.057), and the
profitability of the bank was from customers
revenue and variables that enriched this
variable dimension (45), and variable (46)
which states that the profitability measure
Bank depends on the size of the spending,
which came by agreement (60%, 41.6%) and
mean (3.750, 3.383) and standard deviation
(1.950, 1.950), respectively.

Fourth. Test of correlation and effect
relations between the study variables :

For studying purpose of the correlation
and influence relations between the variables

of the study, and based on hypotheses will be
applicative some of the tools and the statistical
methods for the purpose of identifying the
validity of the study and model assumptions 1-
The analysis of correlations

The first major hypothesis indicate
presence of a significant correlation between
strategic planning and electronic admini-
stration and  electronic  performance,
depending on the data of table (6) can be said
to accept the first hypothesis, came correlation
between variables of strategic planning and
electronic administration significant and so in
terms of significant, the correlation coefficient
reached to (0.731 * *) at the significant level
(0.01). In the same context, the analysis of
simple and multiple correlation values between
strategic planning and electronic performance
are significant also came as significant
correlation of coefficient terms (0.707 **) at
the macro level at the significant level (0.01),
as correlations significant came at the micro
level also, shown in the table (5) When the
significant level (0.01) has won after sticking
the strongest relationship of (0.676 **),
followed by the ability to access after (0626
**) and then profitability (0.588 **), followed
by post-selection (0586 **) and finally came
after interaction (0575 **). Regarding the
relationship between electronic administra-
tion and electronic performance, it has also
significant came at the macro level at the
significant level (0.01), and significant so in
terms of the coefficient of correlation (0.789
**) as correlations were significant at the
micro level has.

Table 6 - Results of correlations between variables of the study.

Certified variable
Uns\t;r;;jaabrlc:;zed E-admini- oy abi“tE-performance Total
stration | Interaction Y| Choice Sticking | Profitability
to access
SWategiC | 731 wx | 0575%% | (0626 ** | 0586 ** | 0676 ** | 0588 ** |0707 **
Planning
Electronic 0742 ** | 0638 ** |0663** | 0652** | 0713 ** |(0789 **
administration
total 0731 **
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The strongest correlation to the amount of
the reaction after (0742 **) followed after
profitability (0713 **) and then after the
selection (0663 **) followed after sticking
(0652 **) and finally after the ability to access
(0638 **).

Fifthly. Analysis of the effect relations
between the variables of the study

The table (7) shows the effect of strategic
planning (Unstandardized variable) in the
electronic  administration  (Standardized

BY/JIBHUIITBO

variable) recalling the results of the regression
described the analysis in the table (7) to the
existence of a significant effect of strategic
planning in the electronic administration and
this means accepting the hypothesis major
second to the effect: that there significant
effect relationship of strategic planning in the
electronic administration. Can be the
embodiment of the moral relationship model
based on the analysis of variance in.

Table 7- Analysis of influential relation between strategic planning and the electronic
administration.

Unstandardized

Model Coefficients
B Std. Error
(Constant) .891 297
strategic 734 090
planning
P** <0.01 N-=60

Table (8), which showed that the model
significantly according to the value (F =
66.310 calculated) at the abstract level (0.01)
and the degree of freedom (1.58) greater than
(F = 4,95 tabular), and the coefficient of
determination,  which  expresses  the
unstandardized coefficients combined ability

Standardized

Coefficients t Sig.
Beta
3.003 .004
.730 8.143 .000
D.F (1, 58)

the interpretation of which was approved
variable value (R? = 0,533) and this means that
(53.3%) of the variance explained by strategic
planning in the electronic administration
variables while (46.7%) dating back to the
random variables that cannot be controlled.

Table 8- The contrast between the strategic planning and analysis of the electronic administration.

Model SSum of df Mean Square F Sig.
quares
Regression 21.254 1 21.254 66.310 .000
Residual 18.590 58 321
Total 39.844 59
D.F (1, 58) N=60 p**<0.01

The third hypothesis states: the existence
of a significant effect of strategic planning on
electronic performance, can be tested through
the table (9) shows special analysis of variance
there is clearly a significant effect of strategic
planning on electronic performance in terms
of R2, which is the factor (50%) of the
variation in performance is explained by the
electronic strategic planning and that (50%)
back to the random variables not included in
the regression model, and supports the value (F

(0.01) and the degree of freedom (1.58) and is
supported by the value of (B) which is (0.7070)
of the change in the electronic performance as
a result of the change, and one unit of the
strategic Planning variable, a result supported
by value (t = 7.614 calculated) and also that
came on towards the larger of (t = 2,680
tabular) at the significant level (0.01) and the
degree of freedom (1.58), this is at the macro
level and this can be said to accept the third
main hypothesis. In order to give a detailed

= 57.976 calculated), which came on towards
bigger than (F = 2,72 tabular) at significantly

indicators of the partial effect relation between J5
Strategic planning and electronic performance ©
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has been the preparation in the table (10), to
show more influence on the relations between

the micro-level variables and also displays the
table (10).

Table 9- The impact of strategic planning on the electronic performance

Unstandardized Standardized t =
Model Coefficients Coefficients R?
B Std. Error Beta A gaal) | Ag geunal) At gaad) [ 4o gaanal)
1 (Constant) 1.286 .281 2,680 | 4579 | 0.500 | 2,72 57.976
taktet .650 .085 .707 7.614

a. Dependent Variable: adaa d.f(1,58)

As for the influence relationship of
electronic administration with electronic
performance variable, according to the fourth
main hypothesis, it seems, depending on the
value of (R?) supported the values of (F, T, B),
which came value calculated is greater than
Tabulated value as shown in the table (11) this
time, is the possibility of explanation (62%).

Through electronic administration at the
significant level (0.01) and the degree of

P**<0.01 N=60

freedom (1.58) and the remainder of the
variance amounting rate (38%) this explaining
other variables non researched, is supported by
the value (B) which is (0.789) of the variation
in electronic performance as a result of the
change, and one unit of the electronic
administration variable. Thus it can be said to
accept the fourth main hypothesis.

Table 10 - Impact relationship on the level of sub-dimensions between strategic planning and
electronic performance.

Dimensions | R? F t Beta Ranking |significant
of electronic Calculated |Tabulated |Calculated |Tabulated level
performance

Interaction 0.331 |28.690 2.44 5.356 2.311 0.575 |fifth .05

ability to 0.391 |37.304 2.85 6.108 2.311 0.626 |second |.05

access

Choice 0.343 [30.343 2.92 5.508 2.311 0.586 |fourth .05
sticking 0.456 |48.688 2.30 5.732 2.311 0.676 |first .05
Profitability |0.345 |30.609 2.43 5.533 2.311 0.588 | Third .05
P*<0.05 N=60 d.f(1,58)

Table 11- Influence relationship of electronic management with electronic performance variable.

Unstandardized Standardized ¢ =
Model Coefficients Coefficients R?
B Std. Error Beta Tabulated|calculated Tabulated|calculated
(Constant) 1.027 .246 2,680 4176 (0.622| 2,30 95.507
edara 721 .074 .789 9.773
a. Dependent Variable: adaa N=60 d.f (1,58)

In order to give a detailed indicators of the
effect of relations between the electronic
administration and the dimensions of the
electronic performance variable at the level of
sub-dimensional table has been prepared (12)
to show more influence on the relations
between the micro-level variables and also
displays the table (12).

Which came totality significant with the
semantics of a positive statistic in terms of

values (R?) supported by values (F, T, B),
which its calculated values were greater than
the tabulated values as shown in the table (11
after the reaction) can be seen the ranked first
of terms be influenced in (R?=0550) came after
The ability to access in the last rank in terms of
(R? = 0,407) and the rest of the order came
dimensional (profitability, choice, sticking)
rank (second, third, fourth), respectively.
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Table 12- The effect relationship on the level of sub-dimensional between the electronic
administration and electronic performance.

Dimensions of F T Significant
electronic R? Beta | Ranking
performance Calculated | Tabulated | Calculated | Tabulated level
Interaction | 0.550 71.003 2.47 8.426 2.311 0.742 First .05
A;’é'c'gs’sto 0.407 | 39.819 2.18 6.310 2311 | 0638 | Fifth 05
Choice 0.439 45.474 2.57 6.743 2.311 0.663 | Third .05
Sticking 0.425 | 42.095 211 6.550 2.311 0.652 | Fourth .05
Profitability | 0.508 60.001 4.00 7.746 2.311 0.713 | Second .05
P*<0.05 N= 60 d.f (1,58)

After sticking ranked first occupied in
terms of effect relationship between the
variables of strategic planning and electronic
performance in terms of the value (R? = 0456),

after the reaction the last rank in terms of (R? =

0,331), and the dimensional rest ranking were
(the ability to access, profitability, choice ),
(second, third, fourth), respectively.

r -
I l I l |
L | | | ,
Profitability -
] | ] |
o / B
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g ' ] T
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Figure 3 - The impact of relationship between strategic planning and the dimensions of
electronic performance.

SECTION(3): Conclusions and
suggestions.

Conclusions

1. The reformulation of IT for
performance  management  process in

organizations as provided new possibilities for
managers on the planning, organization and
control.

2. Computer is the most importance in the
performance of various businesses, and the
element of force in computing, is his superior
ability to retain information and processed to
obtain new information.

3. The electronic administration improves
activity of information and communications
technology, and related services and necessary
precondition to deal with the information
society.

4. Effectiveness improving of the
performance of the electronic submission and
marketing services systems to the widest
possible of customer base, and because of the
information and communications technology
give automatic flexible and immediate and
interactive response to the requirements of
customers.

N
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[ I

HAYKOBHH BICHUK BY/[IBHUI[TBA



252

BbY/ZIIBHUIITBO

5. The necessity of adopting of
information technology in all aspects of the
banking business as an indicator to keep up
with the continuous developments and thus
seeking to secure the best banking service.

6. As a result of technical and rapid
scientific  progress, occurred in  the
organizations transformations and changes
Prime became necessary for any organization
that adopts its privet strategic to achieve
excellence. Today, we find customers expect
to get a product or service with the highest
level of quality, speed and low cost, or else
forced out of the business world.

7. It can summarize the relationship
between strategic planning and electronic
management and performance electronic by,
saying that the more strategic planning on
electronic management procedures format
widely whenever reflected an increase of
managers and workers in the choice of
technology and systems development
participation, the greater the effectiveness of
the systems whenever led to improve their
performance.

Suggestions

Depending on the previous conclusions
can be made several suggestions, including:

1. The respondents banks need to technical
infrastructure for electronic banking and
especially development and construction of
Intranet and Extranet development of networks
in addition to the development of banking
websites.

2. The necessity of convince senior
administration that the most important way to
stay in the business field, and retain market
share is to focus on the subject of technical
development and provision of innovative
services.

3. Deployment of modern technology
culture in the communication processes via the
Internet, pay attention to the infrastructure of
the information network, in line with the
prospects of developments taking place in the
world.

4. Provision of supplies to ensure that the
exchange of information and experiences with
the beneficiaries and users, in order to serve the
requirements of electronic trading in order to
take advantage of them work in the field of

individual workers and the development of
intellectual and professional abilities.

5. The concentration on the customer
relationship management as the main supplier
of the organization, they are the most
important element in achieving profitability in
the service installations.

Appendix (1)

Questionnaire model; Technical Institute /
connector; Office Management Division; To /
respondents Distinguished Gentlemen.

Questionnaire

This form is part of a search marked (the
impact of strategic planning in the adoption of
electronic administration on the electronic
performance) analytical study of a group of
government banks in Mosul, Given seen before
you, from the experience and ability of
scientific universe best able to deal with the
paragraphs of the questionnaire, as is your
participation in providing a true picture of a
positive impact in the output of this study, the
required level, so please if you would kindly
choose the answer that you deem appropriate
for each question ,without name or the
signature on the form, but the results of the
answers will appear authority statistical groups

Thankful for your response

notes: Please answer all the questions,
because leaving the question unanswered means
that the form of the validity of the analysis. Please
tick (V) in the field that represents your point of
view. The researcher is ready to answer all your
questions and inquiries for Form. Researcher Of
First. Data about the respondent on the form
1.Age: (20-25 years) (26-30 years) (31-35 years)
(36-40 years) (41-45 years) (46-50 years) (50.
more years).

2. Gender: () Male () Female.

3. Current job title.

4. The total number of years of service (years).
5. Academic achievement: () PhD () MA ()
Higher Diploma

() BA () Diploma () secondary school.

(*) The names of the arbitrators gentlemen who offered
them the questionnaire form, they are:

Dr. Najla Muhammad Yunus / Faculty of Management
and Economics / University of Mosul / businessman /
president of marketing administration.

Dr. Nawal Muhammad Younis / technical and
administrative /  Mosul / College Business
Administration (HR)
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Dr.

Maan Waad allah  Almaadidi / Faculty of
management and economics / University of Mosul /
Business

Dr. Sultan Ahmed / Technical Institute / connector /.

Business Administration (Organization).

First - Strategic Planning: The process by
which to determine the organization's mission,

BY/JIBHUIITBO

setting goals, policies and strategies to secure
and distribute resources in order to achieve the
goals.

Secondly - the electronic administration:

business and activities that are executed
electronically and across networks system.

T.

Phrase

Agree
strongly

Agree

Agree to
some
extent

I do
not
agree

I don’t
agree
strongly

We have a clear vision for the organization's mission

The administration is working to monitor the internal
environment of the bank to discover the strengths and
weaknesses before it.

The Bank shall monitor the external environment to
identify hazards that may be exposed to in the future.

The external environment of the bank analysis to
discover the future opportunities available in front.

We aspire to deliver a message to the bank's employees
for the purpose of raising the efficiency of performance.

The objectives of the bank and clear everyone is trying
to achieve.

7

Is drafting long-term strategic goals based on the
environmental analysis of the bank?

Administration (strategy).

T.

Phrase

Agree
strongly

Agree

Agree to
some
extent

I do
not
agree

I don’t
agree
strongly

Adoption of electronic management in line with the
bank's strategy.

There are no formal decisions concerning the transition
to electronic administration.

10

There is no regulatory opposition to the adoption of e-
administration.

11

Bank shows the importance of the adoption of
electronic administration through organizational
culture

12

Electronic administration contributes between parties
client in shorthand a lot of time and effort lost in
communications.

13

Available In The Bank Devices Equipment
Technological Sophisticated Appropriate To apply
Administration Electronic.

14

The Electronic administration Stimulates spirit of
creative challenge between technical skills
management practices.

15

The Electronic administration Contributes to increase
the exchange of ideas as a result of the exchange of
technical skills between the parties which related

16

The Bank has an ongoing analysis of the strengths and
weaknesses in the field of Information Technology
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T. Phrase Agree  |Agree [Agreeto| Ido |Idon’t
strongly some not |agree
extent | agree |strongly

17 |Bank supports human resources to achieve the
transformation of electronic administration

18 |The bank provides financial support required to
achieve the transformation of electronic administration

19 |The bank provides the necessary equipment for the
operation of electronic administration systems.

20 |Modifies bank administrative restructuring in line with
the transformation of electronic administration

21 |The staff training on administration systems
transferred electronically.

22 |Using a combination of traditional and e-business
strategy.

23 |The development of administrative leadership to deal
effectively with the changes in the means of
information technology

Third-electronic ~ performance:  one interaction, and the ability to access, choice,
organization's success in carrying out their and adhesion, and profitability).
work indicators, measured by the standard (the 1.Interaction
T. |Phrase Agreeto |ldo [Tdon’t
Agree
Agree [some not agree
strongly

extent agree |strongly

24 |The interaction state Characterized by dialogue style
between employee and customer approach.

25 |The situation of the rule of interaction style
monopoly of speech and prevent the other party from
giving his opinion.

26 |Interaction is measured by communication of which
the company is the prefix that you get with the
customer and through: a direct outgoing mail B-voice
communications issued

27 |Outgoing instant messages.

28 |Communications that the customer is the initiator
include incoming e-mail also includes the company,
voice communications received by the company,
including customer responses to outgoing
connections from the company.

2. The ability to access
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T. |Phrase Agreeto (ldo |Idon’t
Q?éﬁgly Agree |some not  |agree
extent agree |strongly
29 |Ease of customer contact the bank according to his own
way and time.
30 |Customer facing difficulties during contact or dealings
with the bank.
31 |The bank improve customer access procedures to him.
32 [If the bank handles easily access customers to him.
33 |There are areas to improve the style of the bank deal
with customers.
34 |There are not capable of effective response systems.
3. Choice
T. [|Phrase Agree Agree to|l do |Idon’t
strongly Agree [some |not |agree
extent [agree [strongly
35 [The customer’s bank to provide the name and email address
and his phone numbers and mobile ground.
36 [The bank can contact the customer through modern
communications technology, such as mobile phone.
37 [Unable to contact the customer of the bank in every place
and time and provide him with the information that it
deems relevant importance of the bank for him.
38 [Bank fully informed and know the names and addresses of
39 |customers and e-mailing
40 |Bank fully informed specificities and preferences of
customers.
4. Sticking
T. [Phrase Agree Agree to|l do |Idon’t
strongly Agree |some not |agree
extent |agree [strongly
41 [The bank holding exploratory studies to determine the
views of customers
42 [Bank has locations raises interesting visitor and makes it
stick to the site.
43 [The bank has information about the number of visits and
time spent visiting the website To Bank.
44 [Bank seeks to obtain information or impressions of the
extent of use by customers targeted offers to them.
45 [Bank seeks to learn how customers evaluate his mental
image that they hold him.
N
U
192
| I
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5. Profitability

T. |Phrase Agree to[l do |Idon’t
Agree
strongly Agree |some [not |agree
extent [agree [strongly
46 |Profits realized from inflows of customer revenue
47 |Bank profitability is measured by the volume of
customers spending.
48 |Bank revenues generated from the new electronic
partnerships.
49 |The Bank shall investigate and follow up the revenue
streams of partnerships and alliances in order to
determine whether it was feasible in the long run.
50 |The Bank study, tracking and measuring customer value
over the life.
51 |Bank adopts effective strategies to determine the cost of
customer service in the long run.
52 |Bank owns the electronic remittance system and the
system is characterized by a high degree of: security,
ease of use and reliability.
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Ogenen M. A.
Texnonocuyeckuu ynugepcumem « Ceenmoxuiucks nonumexnuxay, 2. Kenvye, Ionvuia

TEIIVNIOOBMEHHBIE 1 ADPOINHAMMWYECKHUE IMTPOLECCHI
B KOHBEKIIMOHHBIX 9JIEMEHTAX CUCTEM TACCUBHOI'O COJIHEYHOI'O
OTOILIEHUS 3JAHUI ITPU HECTAIIMOHAPHBIX BO3JIEMCTBUSX

Beenenue

Haubonbiiee pacnpoctpaHeHue npu ma-
CCUBHOM COJIHEYHOM OTOILICHUU ITOJIYYHJIH
TaKue KOHCTPYKIIMU Kak cTeHa Tpomba-Mu-
11eJ1s1, KOHBEKIIMOHHAS MEeTIIS U UM MOJ00HbIE
KOHCTPYKTUBHBIE 3JeMeHTHI (puc. 1). B aTux
KOHCTPYKLUSX, B YACTHOCTH B KOHCTPYKIIMH
cteHsl Tpomba-Muriensi, coqHeuHass YHEprHst
[IPEBPAILACTCS B TEILIOBYIO YHEPTUIO U HaKaIl-
JIMBAETCA B MACCHBE KOHCTPYKIIMU B TEYECHHUE

JHs. B HOYHOM IeproJ HaKOIUIEHHAs! SHEPT UL
IIOCTYIIAET B IOMEIEHUE B PE3YJIBTATE TEILIO-
IPOBOJHOCTH MAacCHUBAa CTEHBI U B PE3YJIbTATE
HarpeBa BO3/1yXa, KOTOPBIA LUPKYIUPYET B
Pa30MKHYTOW BO3AYILIHOW IPOCIOWKE CTEHBI
TpomOa-Muriens. DTOT BO3AyX HarpeBaeTcs
OKOJIO TIOBEPXHOCTH MaCCHUBHOM CTEHBI, U 3a-
TE€M MOJOTPETHIA BO3AYX MOCTYMAaeT B MOMeE-
LEHHUE.
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