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it b e Dand) Sl el Ll g e 5 jigal) Jalgall e oyl 555 pum )
) syl 8 el anslac 5ol ) Joliad A slace 5 ASAN 4Kl cilenal
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A bl aladtaly o Dlaall ) a5l Sl Y

Al 85 ) 55 ASA e all Chand G s laall 5 aandSY) e US &85 (o
oy Al A2y Hlall agd dsacLuall Canll 1) dala ollia Gl Gl e Uadl) (g
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14 osl 1.4 Sl gl el |6
13 Ol 1.3 SYONB el | 7
384 Osle 37.9 -y

2021

alad 2l i Jae & gill 5 jemall (5 38l il )& e Taldie) Gaaldl dlae) ; jaadl)

2022 S sl - 36 alaal

538

g jlatl) bl Al 5 ¢ gall Asaled) dldsal)




Oluid (gl e ety

Oe %43 5 SO e Daall A il a8 Al jall die ailad ) il
R S 28y Al s e %57 LY 6 Seal) dans Jici LS cipal) Jlas)
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Parasuraman and Colby (2015) s JS sy sk sl Gubiall e Tolaic
Al Al A dasdiual) ilaay) Bl b 5/2/7

Structural Equation Modeling uiSsel) ddabad) dadai sl s
—— LS 4:\_.;»\).33\ Gl yzda o B)_ﬁa\__m.“ P 'é)_fia\_.ml\ LA gx.u\).lg (SEM)
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{(Hair et al., 2021)(CB-SEM)

Ayl mili |8

a8l WarpPLS.7 geels s alascinly 400l ddabaall dndai sl Jaiiy

O] 3 e i 8 QA Y B skl it ) i shad e da il 3l

JHati Al 3 gladl) _\.@_’g;)mggmj;\“\_)ﬂ\ enlie Gl g édm&s.\lem” LﬁM‘J

Al ol ) 5 5 el e (s il i (o301 5 gl 3 el a3
o WS Ll el (S s o(Hair et al., 2021) Al Al (g 53 jlial
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Sy g ALl A8y Hhall e ) 5 sl all 31aY il 5 Baall o laal e
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S il Qa8 8t el 4 s 3 sadd) Y Ganall
el &l e s (g o8 ol ) dsa g e XU MR (e Glld g coalanf 2alf
average _mdall /z Abuall il Jass gie 8oyl e 4l by g 4l 3l )
2ay JS10.50 (re Aiadd 35 of iy 53 5 variance extracted (AVE)
da i gall iliil) <yl 285 (Hair et al.,2021) 4wl sy sia
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4 (5 5S) A adl ) seds s :Discriminant Validity sl gaall (z
Grb e o3l al wiy AV puridl ff aadl e Calida i 5l aad S
square root of ) z il (bl Ja s gial 2w Al Al 4 ad 2] Ada)
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2022 G sl - 36 Alaall ) il jall g & gagll dpalal) Alaal)

540



Oluid (gl e ety

O i Las (Hair et al.,2021) s a3 il &y aie Ly
Baall (e dlle A Hay adall daddiisal) aliall
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S e e sl IS4l Jueatll cdlalas kb (e 4dass 235 (reliability
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A siall aadll of (Hair et al., 2021) s s @l sia (CR) Jalas
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0.830 | 0.890 | 0.776 | 0.764 | INNO1 Tadal LSy (o
0.902 | INNO2
0.893 | INNO3
0.881 | INNO4

rbaay) Jalatl) it e Talaie | dalyd) aas) : juadl)

2022 S sl - 36 alaal

g jlatl) bl Al 5 ¢ gall Asaled) dldsal)

542




Ol (owd] e )

GJM\ Sl .huj.'t.d ‘;i*ﬂ\ J..A.d\ e\d&:\ul..i L;J'N.\.\.Aﬂ\ é.\.ad\ :(3) (é) Jeaa

.(AVE)
® () (6) (&) 4) 3) ) @ il
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0.802 | 0.693 Al 333l (2)
0.929 | 0.644 | 0.662 45 jal) daial) (3)
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Abstract

In the light of Egypt’s Vision 2030, the Egyptian banking sector
has recently adopted an expansion strategy in the field of digital
transformation and launched a new smart service. Hence, this study aimed
to examine the relationship between the smart customer experience and
customers’ continuous intention to adopt smart services in banks directly.
As well as exploring the moderating role of technological readiness of
customers. The data were collected from 384 banks’ customers in
Dakahlia Governorate were analyzed using the Partial least squares
structural equation modelling (PLS—SEM) method, based on the statistical
program WarpPLS.7.

The findings confirmed that smart customer experience dimensions
positively affect the customers’ continuous intention to adopt smart
services in banks. In addition, technological optimism moderated the
relationship between the dimensions of smart customer experience
(relative advantage, perceived enjoyment, and personalization) and
customers’ continuous intention to adopt smart services in banks.
Moreover, technological innovativeness moderated the relationship
between the dimensions of smart customer experience (perceived
interactivity, perceived enjoyment, and perceived control) and customers’
continuous intention to adopt smart services in banks. Finally, some
theoretical and managerial implications of these findings are discussed.

Keywords: Smart Customer Experience, Continuous Intention, Smart
Services, Technology Readiness, Banks.
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