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ABSTRACT

This study aimed to determine the impact of technology based service qualities! Toward customer
loyalty mediated by customer satisfaction and further to compare this phenomenon between Islamic
and conventional banks. The data was collected via adapted questionnaire and two hundred (200)
guestionnaires were distributed among customers. The statistical packages of social science (SPSS)
is used for data analysis. The independent T test revealed that Islamic banks are significantly healthier
to provide convenient and troubleshooting aspects of technology based services. Customer
satisfaction plays a partial mediatory role between the technology service quality and customer
loyalty. The comparison of positive mean value results show that Islamic banks employees have
sufficient knowledge in order to guide their customers according to their desires on! However, this
factor explores the importance of Islamic financial system in current market demand. The overall
results show that all variables are statistical significant excluding one variable as convenient
technology. This study is first ever attempt to use Technology as main policy variable in order to
examine the real effects of customer satisfaction and loyalty in Pakistan.

Keywords: Islamic Banks; Conventional Banks; Customer’s Loyalty; Troubleshooting and Technology

1. INTRODUCTION

This study consists on different modern technology effects on customer satisfaction and
loyalty in the banks of Pakistan. Several studies previously focused on customer satisfaction
with different independent variables, but this study is first ever attempt, which focus on
different technology effects through combining both customer satisfaction and loyalty in
order to understand the behavior and amplified in investment from their target customers.
Banks are tight in competitive pressure. For attracting customers banks have to offer a
good quality technology based services, under the supposition that it will bring about
satisfaction and in turn loyalty among the customers. In Pakistan, there are three types of
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banks operate such as, conventional banks, Islamic Banks and Standalone branches,
whereas, the Islamic banks are having an advantage and a disadvantage as compared to
those in the Arab world. Advantage is the better empowerment of its employees and the
experience sharing culture in the banks while the low level of economic development in
Pakistan is responsible to bring about the financial constraints to augment the barriers in
their way to deliver quality of service.

Banking industry, around the globe has undergone some tremendous innovations, those
in turn has at one hand greased and geared up the operations, while at the parallel has
stressed the banks into fierce competition. At the hour, it is not merely sufficient to win the
investors and customers, equivocally necessary are their retention. Knowing the customers
makes the bank away from the perils of investor switching cost (Nawaz et al., 2021a; Shabbir,
2022; Nawaz et al., 2022a; Shabbir & Zeb, 2020; Wisner, 2001). This tale is told for the globe
and as the matter of fact it is meticulously qualified for the scenario in Pakistan as well. This
surge for entailing customers and investors’ behaviour is more likely to be intense in the
Islamic banks, since they are new in the play while their conventional counterparts are old-
paced and have relatively sought their better economies to scale and having a better
investor-base (Bennett & Higgins, 1988). Islamic banking is a novel occurrence, yet won a
great attention from the researchers. Its individuality is erected upon their philosophical
bases that harness no interest (interest or usury) and no uncertainty paving to conflict
(Gharar)

Determining the ways of keeping clients’ satisfaction and loyalty had been in the great
books such as, (Karatepea, 2005; Zhou et al,, 2002; zlex's Lam, 2002), and comparable is the
situation in the Islamic banks also (Shabbir, 2020; Saleem et al., 2021; Muhammad et al,,
2022; Nawaz et al,, 2022b and Nawaz et al,, 2021b). However, under the competitive business
strategy Information Technology (IT) is widely utilized as a part of this focused environment
to cater the customer services in best of their quality. Actually, ascent of technology
advancements and more specifically the internet have changed the utilization procedure
of retail managing of banking businesses as human-based services there are turning out
to be progressively minor. Consequently the traditional way of managing a branch banking
is going to be replaced with technology based alternatives, ATM, web based banking, to
cite a few. Off course these technology services add spice to the service quality, as a matter
of fact, that on turn invites the studies to estimate the impact of these technology based
services of overall customer satisfaction and loyalty (Ganguli and Roy, 2011; Butt et al., 2022;
Bai et al., 2022; Nawaz et al., 2022c; Shabbir et al, 2020) , yet no study in the existing literature
has taken the comparative study of Islamic and conventional banks in relation to the
technology based services quality (Ganguli and Roy, 2017; Li et al., 2021, Wen et al., 2022; Arif
et al,, 2020). Hence, the study under consideration is the prime to focus the differences, out
of their specificity, in the conventional and Islamic banks, in the impact of technology based
service quality to the customer satisfaction and customer loyalty.

The comparative analysis of Islamic and conventional banks, with reference to the
obstacles to the service quality, reveals that Islamic banks is internally doing better to have
less barriers as in its way to tailoring the service quality to its customers, expect in the case
of meritocracy in hiring the bankers. Islamic banking is patron and chosen by the
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customers upon the Sharia grounds among others, hence while the Islamic bank
employees are at large untrained and less knowledge bearing due to its specificity and
newness of Sharia based operations. Naturally in this scenario Sharia driven customers are
not convinced by the employees upon the Sharia compliance nature of these banks and
the customers feel down in the terms of service quality of Islamic banks. On the other hand
the conventional banking is much older than Islamic, with its well based theory and
practice to train the employees. Moreover the conventional banking is rather simpler
because they only care for economic gains and never about the complex Sharia issues.
Hence this hurdle to service quality is unique to Islamic banks not the conventional. These
facts are responsible for this huge and highly significant difference between the Islamic
and conventional banks. While on the other hand, the Islamic finance industry being the
infant one, facing the challenge of scarcity of trained employees, well trained in both the
field of Sharia and finance the basic two pillars of Islamic financial industry (Siddiqui, 2013;
SBP, 2012; Hussain et al., 2018). The first section of this study consists on Introduction, which
further discusses the objective and purpose of the study. However, comparisons of Islamic
and conventional banks have debated regarding customer satisfaction and loyalty in
section two as a literature review. Adapted questionnaires and method of solving
customersissues are elaborated in section three and four respectively. Whereas, conclusion
and references put at end of paper.

2. LITERATURE REVIEW

It is the proven matter of fact by the researchers that the selection of Islamic banks is driven
by its Sharia compliant image (Dusuki & Abdullah, 2007; Nawaz et al.,, 2022c; Hayat et al,,
2022; Nawaz et al,, 2021c; Hayat et al,, 2022; Dai et al.,, 2022; Zehra et al,, 2022). While on the
other hand, the Islamic finance industry being the infant one, facing the challenge of
scarcity of trained employees, well trained in both the field of Sharia and finance the basic
two pillars of Islamic financial industry (Siddiqui, 2013; SBP, 2012). Currently the Islamic
banks usually prefer to hire their employees with prior experience in the industry of
conventional banking (Zainol, Shaari, & Ali, 2008), undermining the fact that Islamic
banking is unique and specific and needs the employees the specific knowledge. This way
on the short term makes them at ease when confronted with scarcity of Islamic banking
human resource. Nevertheless on the long term it adds fuel to the fire by discouraging the
Institutes charting the degrees specifically on Islamic finance, like international Islamic
universities of Islamabad and some of institutions belongs to Malaysia that in turn leads to
a bigger level of scarcity. Here the Islamic banking heads, being trained and hence
impressed by the conventional counterparts are blameworthy for hiring the Islamic
bankers with unintentional lack of meritocracy (Liu et al,, 2022a).

To put it short, the Islamic banking is patron and chosen by the customers upon the Sharia
grounds among others (Dusuki & Abdullah, 2007), hence while the Islamic bank employees
are at large untrained and less knowledge bearing due to its specificity and newness of
Sharia based operations. Naturally in this scenario Sharia driven customers are not
convinced by the employees upon the Sharia compliance nature of these banks and the
customers feel down in the terms of service quality of Islamic banks. On the other hand the
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conventional banking is much older than Islamic, with its well based theory and practice to
train the employees. Moreover the conventional banking is rather simpler because they
only care for economic gains and never about the complex Sharia issues (Liu et al., 2022b).
Hence this hurdle to service quality is unique to Islamic banks not the conventional. These
facts are responsible for this huge and highly significant difference between the Islamic
and conventional banks. The comparative analysis of Islamic and conventional banks, with
reference to the obstacles to the service quality, reveals that Islamic banks is internally
doing better to have less barriers in its way to tailoring the service quality to its customers,
expect in the case of meritocracy in hiring the bankers, due to external factor of specific HR
scarcity.

Gait and Worthington (2008) it is noted that the products and services of Islamic financial
institutions through different aspects like observations, approaches and idea of knowledge.
The customer satisfaction is a major component for the financial institutions to motivate
and increasing devotion of their target customers in an environment of competition.
However services quality is considered as a primary feature in interest bearing to satisfy
their customers. An empirical analysis was done through literature of both (Islamic &
conventional) banking system about their goods and services. The promotion of Islamic
finance is mainly based on the religious belief while some customers also focus on service
guality, reputation of bank and profit ratio on their investments. However, conventional
banks are promoted through business firms (Shabbir & Rehman 2015; Liu et al. 2022c and
Shabbir et al., 2016a).

Hume (2008) identified that Services qualities have an interrelationship perceived value
and satisfaction of customers through peripheral and its core services. The purpose of this
new established system was to predict re-purchase the intention and arts of performance.
Consumer retention plays a vital role in the development of any organization. However, due
to hard competition in the entire market, performing arts have additional controls in
handling and manipulative the consumer preservation packages. The data was collected
through questionnaires, where 156 respondents were females and 77 were males with 63%
response rate and it analyzed through structural equation modeling (SEM). Yagoob et al.
(2022b), result show that there is no direct or significant relationship found among exterior
services, core of services qualities and repurchase intention toward perceived value.
Whereas, core and peripheral services quality play a vigorous role to determine re-purchase
intention of customers.

Siddique (2010) examines the interrelationship between customer loyalty, traits of services
guality and customers gratification in the retail banking zone of Bangladesh. This study
aims to fill the gap through this channel, first he investigates the relationship between
services quality features and customer gratification (Nawaz et al, 2021d). After a
comprehensive relationship found between both variables then he checks the impact of
these both variables on customer loyalty in the sector of retail banking. For this purpose a
sample of 100 questionnaires was distributed among the customers where males and
females respondents are 77 and 23 respectively. He used services qualities model
(SERVQUAL) to measure the services quality in retail banking. Several studies such as (Ji et
al 2022; Arslan et al 2021; Chen et al 2022; Ge et al 2022; Cao et al 2022; Yu et al 2020; Zehra
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et al. 2022; Wang et al. 2022; Wen et al. 2022; Yagoob et al. 2022b; Jun et al., 2021; Shabbir et
al,, 2016b; Nawaz et al 2021e; Shabbir and Wisdom 2020; Liu et al. 2022d;) concludes with
these remarks results shows that these all variables are positively interlinked to each
other's, however tangibility indicates a least optimistic correlation while Empathy confirms
high encouraging correlation toward customer satisfaction.

3. METHODOLOGY

In our study, we investigated the impact of Technology on customer satisfaction and loyalty
in both Islamic and conventional banks of Pakistan. For this purpose we prepaid a
guestionnaire in order to get the opinion about technology effects on different customer's
satisfaction and loyalty. We collect primary data from questionnaire and distribute among
200 different customers, whereas response rate is 80%. It includes the opinion of customers
of different types of banks via full fledge Islamic banks, conventional banks and standalone
Islamic banking branches of conventional banks were considered. The respondents
belonged to different age groups, educational and occupational background, irrespective
of gender. However, bank branches were selected at random from Lahore city. The sample
remained un-weighted in respect of gender to avoid any bias. The areas of questions
consist of the following statements; Overall technology service-quality (TSQ), User friendly
Technology (UFT), Convenient Technology (CT), Time effective technology (TET),
Troubleshooting Technology (TST), Customer Satisfaction (CS) and Customer Loyalty (CL).
Questions were designed keeping these areas in mind and to confirm the objectives of the
study.

We present the tables in two forms, whereas in first form of tables express only mediating
regression analysis for Islamic, conventional and overall the banking system of Pakistan.
Whereas, second form represents construct analysis through mediating regression for
Islamic, conventional and overall the banks of Pakistan. However, we develop some
relational equations (UFT + CT + TST + TET » CL), UFT + CT + TST + TET » CS), (CS » CL) and
(UFT + CT + TST + TET + CS » CL) in order to get better results from construct analysis. The
purpose of Construct Analysis through mediation regression analysis elaborate us
analytical scores such as written numbers, equations and figures without any kind of
analytical diagrams.

4. DATA ANALYSIS

Table1. Comparison of Group Means

Constructs Statements Bank Type Mean Sig Mean Difference
Overall technology Islamic 3685 0.047 0214
service-quality Conventional 3.470
User friendly Islamic 3740 0968 -0.006
Technology Conventional 3.746

The technology provided by my bank Islamic 3.86 0246 0240

is easy to use Conventional 3.62

The technology provided by my bank Islamic 3.64 0539  -0.120

is user-friendly. Conventional 3.76

My bank’s technology is reliable Islamic 372 0472 -0140
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Constructs Statements Bank Type Mean Sig Mean Difference
Conventional 3.86
Convenient Islamic 3740 0.010 0.440
Technology Conventional 3.300
My bank's technology is accessible Islamic 378 0.040 0.420
beyond regular business Hours Conventional 3.36
| find it more convenient to use Islamic 370 0.021 0.460
technology than interacting with .
branch employees. Conventional 324
Time effective Islamic 3480 0.410 0.130
technology Conventional 3.350
My bank's technology saves me a lot Islamic 3.68 0.131 0.280
of time, especially when | am pressed .
. Conventional 3.40
for time.
My bank offers a fair compensation for Islamic 328 0.916 -0.020
its mistakes Conventional 330
Troubleshooting Islamic 3780 0.044 0293
Technology Conventional 3.486
When | contact my bank’s customer Islamic 374 0344 0180
service, my calls are always answered .
Conventional 3.56
promptly.
When there are problems, my bank’s Islamic 370 0.412 0.140
customer  service people are .
sympathetic and reassuring Conventional 356
My bank employees are Islamic 390 0.007 0.560
knowledgeable enough to resolve the .
problems Conventional 334
Customer Islamic 3720 067 0.053
Satisfaction Conventional 3.666
Overall, | am satisfied with my bank Islamic 374 0.579 0.100
Conventional 3.64
| think | did the right thing when | Islamic 376 0.314 0.160
chose this bank Conventional 3.60
| am delighted with my bank Islamic 3.66 0567 -0.100
Conventional 3.76
Customer Loyalty Islamic 378 0.731 0.050
Conventional 3.73
I would recommend my bank to Islamic 3.80 0.817 0.040
others Conventional 3.76
I will always consider this bank as my Islamic 376 0.715 0.060
first choice Conventional 3.70

Independent sample T test

Several studies such as Hanif et al, (2012) and Awan et al. (2011) investigated that the
comparison between Islamic and convention financial institutions, which are based on
their altered mode of financing, communication system and behavior to their customers.
However, table 1 reveals the results generated by the independent sample T test. The data
was processed under this test with the aim for comparative analysis of challenges in the
way of delivering service quality and customer loyalty between the both banks. The
significant differences between the banks were observed at the variables of convenient
technology, my bank’s technology is accessible beyond regular business hours and | find it

more convenient to use technology than interacting with branch employees,
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troubleshooting technology and my bank employees are knowledgeable enough to
resolve the problems among these variable values 0.010, 0.040, 0.021, 0.044 and 0.007
respectively. However, the above significant value represents that these banks observe
statistically different results under the above mention significant variables. While among
these variables the biggest mean difference occurs ‘my bank employees are enough
knowledgeable to resolve the problems’ with the mean difference of 0.560. Positive mean
difference is the evidence to explain that Islamic banks employees have sufficient
knowledge in order to guide their customers according to their desires and this factor
explore the importance of Islamic financial system in current market demand.

Table 2. Mediation regression analysis for Islamic banks

Variables Beta Sig. R Square  Adjusted R Square F-Stats ANOVA Sig.
TSQ-» CL

Constant 1424 0.036 0213 0.197 13.104 0.001
Technology Services Quality 0.462 0.001

TSQ - CS

Constant 1.894 0.000 0.255 0.239 16.430 0.000
Technology Services Quality 0.505 0.000

CS-CL

Constant 0.267 0.641 0.448 0.437 38972 0.000
Customer Satisfaction 0.669 0.000

TSQ+CS-» CL

Constant -0140 0827 0.469 0.446 20.729 0.000
Technology Services Quality 0.585 0.000

Customer Satisfaction 0.166 0.184

Table 2 represents the mediation regression analysis for Islamic banks where in this above
table we built four relations among such variables Technology Services Quality (TSQ),
Customer Satisfaction (CS) and Customer Loyalty (CL). In each relation one variable
donated as constant and rest of variables are to make a perfect relation. In first relation
Customer Loyalty is a constant and Technology Services Quality as a variable. F - Test and
ANOVA show positively significant relationship between TSQ to CL with 13.104 at 0.001 levels
of significant. However, rest of three relations such as technology service quality to
customer satisfaction (TSQ to CS), customer satisfaction to customer loyalty (CS to CL) and
technology service quality with customer satisfaction to customer loyalty (TSQ + CS to CL)
also show significantly positive relationship among all variables with these F-test values
16.430, 38.972 and 20.729 at same significant levels (0.000) for all the three values
respectively. Whereas, the biggest F-test value in the table of mediation regression analysis
for Islamic banks is 38.972 with variables of customer satisfaction to customer loyalty (CS to
CL). It means that CS and CL have strong correlation; now both Islamic and conventional
financial institutions of Pakistan must focus on the usage of modern technology to
entertain their customers.
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Table 3. Mediation regression analysis for Islamic banks (Construct Analysis)

Variables Beta Sig. R Square Adjusted R Square F-Stats ANOVA Sig.

UFT+CT+TST+TET > CL

Constant 1.210 0.021 0.497 0.452 nn 0.000
User-friendly Technology 0.261 0.040

Convenient Technology -0.139 0.222

Troubleshooting Technology 0.340 0.003

Time-effective Technology 0.402 0.001

UFT+CT+TST+TET»CS

Constant 1774 0.000 0.402 0.349 7.575 0.000
User-friendly Technology 0.261 0.004
Convenient Technology -0.100 0.209
Troubleshooting Technology 0.156 0.306
Time-effective Technology 0.216 0.034

The purpose of Construct Analysis through mediation regression analysis for Islamic banks
elaborate us analytic scores such as written numbers, equations and figures without any
kind of analytical diagrams. In the above table we have built one to one (Linear relationship)
relation between different variables but in construct analysis, we checked the impact a
number of independent variables on dependent variable. The independent variables in
regression analysis of Islamic banks comprise on User-friendly Technology (UFT),
Convenient Technology (CT), Troubleshooting Technology (TST) and Time-effective
Technology (TET) with dependent variable as customer loyalty (CL). However, all the
independent variables are statistical significant in both regressions through Beta values
expect Convenient Technology (-0.139 and -1.00) at {0.222 and 0.209) significant level and in
all mediation regressions for Islamic banks through construct analysis is statistical
significant via F-test value (11.11) and (7.575) respectively.

Table 4. Mediation regression analysis for conventional banks

Variables Beta Sig. R Square Adjusted R Square F-Stats ANOVA Sig.
TSQ-» CL

Constant 1.025 0.071 0336 0.332 24240 0.000
Technology Services Quality 0.579  0.000

TSQ-» CS

Constant 0.951 0.096 0.333 0.320 24.009 0.000

Technology Services Quality 0.577 0.000

CS-»CL

Constant 1.755 0.000 0294 0.280 20.009 0.000
Customer Satisfaction 0539  0.000

TSQ+CS - CL

Constant 0.730 0.190 0.400 0.375 15.694 0.000
Technology Services Quality 0399 0.006

Customer Satisfaction 0.312 0.29

The Mediation regression analysis for conventional banks demonstration in table 3, where
the above table represents the same four relations ‘technology service quality to customer
loyalty (TSQ to CL), technology service quality to customer satisfaction (TSQ to CS),
customer satisfaction to customer loyalty (CS to CL) and technology service quality with
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customer satisfaction to customer loyalty (TSQ + CS to CL) as we have discussed in
mediation regression analysis for Islamic banks in table 2. Actually, we are going to find out
the usage of technology and its impact on customer satisfaction and loyalty in our study,
that's why we built same four relations for both Islamic and conventional banks in order to
find out the difference on base of technology. However, the convention banks show lesser
values of F-test as comparatively analysis with Islamic banks, which means that Islamic
banks are more preferable than convention and customers of Islamic banks, also more
satisfied than conventional. Whereas, F-test values (24.240, 24.009, 20.009 and 15.694) show
positively significant for all the variables in conventional banks at same levels of significant
0.000.

Table 5. Mediation regression analysis for conventional banks (Construct Analysis)

Variables Beta Sig. R Square Adjusted R Square F-Stats ANOVA Sig.

UFT+CT+TST+TET > CL

Constant 1210 0.021 0.497 0.452 T.119 0.000
User-friendly Technology 0.261 0.040

Convenient Technology -0.139 0.222

Troubleshooting Technology 0.340 0.003

Time-effective Technology 0.402 0.001

UFT+CT+TST+TET~»CS

Constant 1120 0.029 0.521 0.478 12234 0.000
User-friendly Technology 0.626 0.000

Convenient Technology -0.161 0.149

Troubleshooting Technology 0.202 0.062

Time-effective Technology 0.135 0.248

CS->CL

Constant 1755 0.000 0294 0.280 20.009 0.000
Customer Satisfaction 0.539 0.000

UFT+CT+TST+TET+CS-» CL

Constant 0.970 0.072 0.519 0.465 9.506 0.000
User-friendly Technology 0.126 0.418

Convenient Technology -0.105 0.363

Troubleshooting Technology 0.296 0.0

Time-effective Technology 0.373 0.003

Customer Satisfaction 0.215 0.161

The mediation regression analysis of conventional banks depend upon four relations such
as (UFT + CT + TST + TET » CL), UFT + CT + TST + TET » CS), (CS » CL) and (UFT + CT + TST +
TET + CS » CL) through Construct Analysis. The independent variables in regression analysis
of conventional banks comprise on User-friendly Technology (UFT), Convenient Technology
(CT), Troubleshooting Technology (TST) and Time-effective Technology (TET) with
dependent variable as customer loyalty (CL). However, all the independent variables are
statistical significant in all regressions through Beta values expect Convenient Technology
because it shows negative values in all relations with higher degree of significant (-0.139, -
116 and -0.105) at (0.222, 0.149 and 0.363). However, F-test values (11.12,12.23, 20.09 and 9.506)
indicate that overall model of mediation regression for conventional banks is statistical
significant with same levels in all relations (0.000) respectively. It is observed through the
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value of individual and F-test that customer satisfaction has strong positive impact on
customer loyalty in all cases.

Table 6. Mediation regression analysis for all banks

Variables Beta Sig. R Square Adjusted R Square F-Stats ANOVA Sig.
TSQ -~ CL

Constant 1294  0.003 0284 0.256 3517 0.000
Technology Services Quality 0514  0.000

TSQ - CS

Constant 1482 0000 0287 0.280 39.497  0.000
Technology Services Quality 0536  0.000

CS-CL

Constant 1222 0.000 0.349 0.342 52506  0.000
Customer Satisfaction 0.591 0.000

SQT+CS-»CL

Constant 0.533 0200 0.403 0.391 32.786 0.000
Technology Services Quality 0276 0.004

Customer Satisfaction 0.442 0.000

However, our study consists on Islamic and conventional banks and their impact on
customer satisfaction and loyalty through technology as a mediating variable. The table 4
epitomizes mediation regression analysis for all banks. Actually we are going to fill the gap
with a new dimension takes in our study through mediation regression analysis for all
banks (public & private) in Pakistan. The idea of this new dimension occurs when we have
done individually analysis of mediating regression for Islamic and convention banks then
we think what happened in overall as well as individual results if we combine the analysis
for all banks in Pakistan. We are very grateful to see the highly positive significant results
(35117, 39.497, 52,506 and 32.786) of combine analysis in Beta and F-test in all four
sector/relations among variables with same levels of significant (0.000) as these variables
are mention in above tables. It means that our new experiment of combine the synergies
show better effect on customer satisfaction and loyalty as well as for new researcher for
further analysis.

Table 7. Mediation regression analysis for all banks (Construct Analysis)

Variables Beta Sig. R Square  Adjusted R Square F-Stats ANOVA Sig.

UFT+CT+TST+TET > CL

Constant 1214 0.004 0.345 0.318 12.535 0.000
User-friendly Technology 0.240 0.012

Convenient Technology -0.067 0.451

Troubleshooting Technology 0.255 0.005

Time-effective Technology 0.325 0.001

UFT+CT+TST+TET-CS

Constant 1.445 0.000 0.449 0.426 19.369 0.000
User-friendly Technology 0.510 0.000

Convenient Technology -0140 0.085

Troubleshooting Technology 0.179 0.030

Time-effective Technology 0.217 0.012
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Variables Beta Sig. R Square Adjusted R Square F-Stats ANOVA Sig.
CS-»CL

Constant 1222 0.001 0.349 0.342 52506  0.000
Customer Satisfaction 0.591 0.000

UFT+CT+TST+TET+CS- CL

Constant 0.547 0208 0.437 0.407 14584  0.000
User-friendly Technology 0.032 0.754

Convenient Technology -0.009 091

Troubleshooting Technology 0.182 0.034

Time-effective Technology 0.237 0.010

Customer Satisfaction 0.407 0.000

Table 7 explores the construct analysis for all combined banks in Pakistan through
mediation regression. Actually, this table represent a new dimension in existing results
because we are doing a relative research in both Islamic and conventional banks, where
this combine synergic in all the banks of Pakistan show better result as individually
compared with conventional and Islamic banks in Pakistan. The international bank
branches, who are working in Pakistan as well as domestic banks, take part in the above
table of our study. This table is furthermore depend upon four relations and also consist on
same independent and dependent variables such as (UFT + CT + TST + TET » CL), UFT + CT
+TST+TET > CS), (CS>» CL)and (UFT +CT + TST + TET + CS » CL) through Construct Analysis.
However, all the independent variables are statistical significant in all regressions through
Beta values expect Convenient Technology because it shows negative values in all relations
with higher degree of significant (-0.067, -1140 and -0.009) at (0.451, 0.085 and 0.911).
Whereas, F-test values (12.535, 19.369, 52.506 and 14.584) indicate that overall model of
mediation regression for all banks in Pakistan is statistical significant with same levels of
significant in all associations (0.000) respectively such as (Shabbir et al 2020; Ali et al., 2022;
Saleem et al 2020).

5. CONCLUSION

However, group mean difference values elaborate that biggest mean difference occurs “my
bank employees are enough knowledgeable to resolve the problems” with the mean
difference of 0.560. Whereas, positive mean difference is the evidence to explain that
Islamic banks employees have sufficient knowledge in order to guide their customers
according to their desires and this factor explore the importance of Islamic financial system
in current market demand. In order to fill the gap of this research, we used some variables
to complete this whole process. The variables with their abbreviations are as follow; Overall
technology service-quality (TSQ), User friendly Technology (UFT), Convenient Technology
(CT), Time effective technology (TET), Troubleshooting Technology (TST), Customer
Satisfaction (CS) and Customer Loyalty (CL). However, Questionnaire was designed through
keeping these areas in mind and to confirm the objectives of the study. We present the
tables in two forms, whereas in first form of tables express only mediating regression
analysis for Islamic, conventional and overall the banks of Pakistan and in second form
represents construct analysis through mediating regression for Islamic, conventional and
overall the banks of Pakistan. However, we develop some relational equations (UFT + CT +
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TST+TET » CL), UFT+ CT + TST+ TET » CS), (CS > CL)and (UFT + CT + TST+ TET + CS » CL) in
order to get better results from construct analysis. The comparison of positive mean value
results show that Islamic banks employees have sufficient knowledge in order to guide
their customers according to their desires and this factor explore the importance of Islamic
financial system in current market demand. The result of convenient technology shows
insignificant, while rest of all variables and whole model are statistical significant through
individual as well as F-test values.

According to above results, we strongly recommended that Islamic banks provide advance
trainings to their staffs in order to facilitate their customers with their due desires. Whereas,
the staffs of conventional banks are unable to facilitate their customers properly with
several reasons, but most important reason, they have a lot of customer's portfolio that's
why they don't care them accurately because they get their targets easily as compared
with Islamic banks. While on the other hand, it is also noted in our study that after the
financial crises 2007-08, the customers moved from conventional to Islamic financial
Institutions due to investment saving on their portfolio and customer's satisfaction and
loyalty. These are the key factors of Islamic banks and if it remains as in future then results
must favorable for Islamic financial Institutions.
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