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The Extent Of Libyan Banks' Compliance With Implementing IT Governance And Its Role In Enhancing
Banking Service Quality
(A Field Study Of Commercial Banks In Zliten City)
Hamza Abdalsamed Mohammed Ali '

! Accounting Department, Faculty of Economic, Zawia University, Libya.
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Abstract:

This study aims to investigate the extent of Libyan commercial banks' commitment to implementing information
Technology governance, and the role of this implementation in enhancing the quality of banking services provided to
their customers. To achieve the study's objectives a descriptive analytical approach was adopted, utilizing a
questionnaire as a data collection tool distributed to a random sample of employees in commercial banks in the city of
Zliten. The findings revealed a deficiency in the implementation of IT governance across most of its dimensions,
indicating that the application is predominantly normal and lacks an effective, tangible impact on improving the quality
if services rendered to the customers of the banks under study. Conversely, the results demonstrated that the dimension
of (ensure stakeholder engagement) exerts a direct and positive influence on the quality of banking services within the
Libyan commercial banking environment. Based on these insights, the study recommends that governance committees
at the Libyan commercial banks establish organizational structures that clearly delineate roles and authorities thereby
providing a foundational baseline for oversight, guidance, and regulatory compliance to attain the preset goals, while

integrating best practices and frameworks, most notably COBIT2019 Framework.
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Std. Error of the Estimate Adjusted R Square R Square R Model

27813 379 463 .6812 1

[254] \ J V

#2026 ule Tulzll 3suall Addanlly dslud¥l pglall lanll dlome




_/:,J Bagz (s § Laygag Slaglall Lz g19isSS AeSgo Buidaty Aeell bylall a1 st % ' %
R-gﬁ)@l‘ A PRES|] e v

(oAl By Wplmidl Byliall e Bl dwlya) wHlailldlae

Majallat A-Tafani

Oless bbbl B5la] (s ()lags  2aiill Gudxs Glass  AaSsll ] il slael Hlass , Axbiall ilrgsl 4S50k olass
a. Predictors: (Constant), 3,l4ll ‘a‘ml s
b. Dependent Variable: 4.8, ,nll osleas)l 355
Lagisg 558 $3yb byl 0.68 goluy Aarull olyiilly mlal) asall o Ogory bolyl Jalas Lasdls odlel Jgozdl oy
Bag> 3 duoldl (liall (e 0.38 juds alanud) wlpaall oF 6 0.379 (golun Jaal) yumddl Jolas Zaudy 0.64 wyuxs Jolas

EPEON ICAPRES|
okl el (9) Jgar
ANOVA?
Sig. F Mean Square df Sum of Squares Model
.001° 5.520 427 5 2135 Regression
.077 32 2.475 Residual 1
37 4.611 Total

a. Dependent Variable: 48, oll &lausll 8542

Bylo] s Olass Aaaill) 3uds Oless AaSyll | Lilog sluel Gleas | Axliall Glxwsl 455w Gl

b. Predictors: (Constant), 3,5l alasiw| (russ las bl
oosadl Jadig grinall (o,all (adys QUL (00=0.05) (e J&T (P-value=0.001) Lgiall gsiuma ool Lass sMhel Jgazdl (1o
bl IS o 4y 3l pudatad mldl ikl o T ! paal) e ezl ol panel) 500 gy T Goine 5lams¥l ol gag Joud)

Al
eti¥) 2o Lo :(10) Jgu
Coefficients®
Collinearity Statistics Standardized Unstandardized
Sig. T Coefficients Coefficients Model
VIF Tolerance Beta Std. Error B
.000 5.147 457 2.352 (Constant)
4.349 .230 .368 914 247 199 182 EDMO1
2.454 407 .580 -.559 -114 136 -076 EDMO02
2.629 .380 .300 -1.054 =221 178 -187 EDMO03
3.768 .265 .644 467 17 162 .076 EDM04
2.308 433 .003 3.239 .637 151 489 EDMO5

a. Dependent Variable: 3.3, all ciloasdl 539>
AY) L 2 lersd dayal) po t 2agdy leall asdly &ylinn pilly 2sleall slomi¥l dlolas el Jgazd! oy
pus @eall sda (e oaelsg VIF=1/Tolerance :tu> Tolerance zoludll cdlalasg (VIF) cplad! pieias cdlalas dogdy (25Lasy)
(5) oo 8T mimianll e lalas Aad il sl adall o Adasel) osoaddl Ui 3929
e Sl Alslas (058G9
Y =2,352+0,489X; + e

[255]
#2026 ule Tulzll 3suall Addanlly dslud¥l pglall lanll dlome



E:ﬁMéLﬁ»é} Sloglall L ¢9i85 4S9 Gaidaty Al Byl a1 gute 4
(s Biaures Al BLall e Al Awlys) wHilailldlae

l;a]all.n Al-Tafani

(tebrall cloasl) 352)Y = 2,352 + 0,489 + ( nbiall clnsal 2500 ol ) + seiall o

i 4S9 Loyl 1565 (EDMO4) 5)1sLl alasiul nus Glassg (EDMOT) &aSsdl 5l iliog slae (losd cupsill ylsi

Laaill Gz Oled Gaaik O Laiws (0.05) (e ST 425 (0.644 5 0.368) oo crynarkl MST UV Sgran ¥ tlilias] Soine
Y5 Gty Libas] Lgine e ol sda o ¥) Adlu 4use ol3l (EDMO3) sl alusiul Gruss ol (EDMO2)
150 gl gl ol paaill g2 (EDMOS) dxliall Gl 355l ¢olass paie o LoD LS (0.05) ¢ 4ST 25 (0.300 50.580)

(X=0.05) ;o J5T (P-value=0.003) Zgiall (Syiun tic A5 93 31 4l o i cloplmy] Ligine

Histogram
Dependent Variable: 4 uaall Sileaddl 53

Menn « 7 71816
10 Eld,%lv. - 0.930

2 A (] 1 2

Regression Standardized Residual

Gloll audall ausentl +(4) JSa

Normal P-P Plot of Regression Standardized Residual
Dependent Variable: b uadi Slaadd) sasy

..
o
o
on °%
N
g on -
-
5 oS
-
-
-
g Bk 3
5
0z
T
-
0o
oo 0.2 04 o6 on 10

Observed Cum Prob

Sl sleall Gl audall JLais¥ Ialases 1(5) UKk

[256]
#2026 ule Tulzll 3suall Addanlly dslud¥l pglall lanll dlome



5/_ a2 rramd § Lasgs Slaslall LinslyiS &eSor Serhats Rusalll 8Ll Al s % 47
R-gﬁ)@l‘ A PRES|] o o

(oAl By Wplmidl Byliall e Bl dwlya) wHlailldlae

Majallat A-Tafani

Scatterplot
Dependent Variable: il sadl Shasdl jasy

g
;

) 3 1 o 1

Regression Standardized Predicted Value
Gleedl ,LaEYI US4 :(6) S
QLHA}'EJB éu.i." 10

@‘Lu.n 1.10
A ) J) Ayl o ss Sbled) Juloes day

Slag¥l 3l el (Rmbiall Gl 355Lie less) wad sbinulid cmloglall Lz s15iSG 2aSom slasl (oY Aadas S9md 3929 1
dailas (31l plaserial crusms Gless |, bolsell 85ls] cruss Oles Aaaidl Gudos Gles AaSexdl Hlb] Llusg slac] Gloz)
s 3azy Ayl Uome C3ylall (il denall &b all cileasdl ag2 e Jlad JSay 30 Yy aylall Jsls g ysuo S
Geibas oof syl LS ST e« (Elsharif, 2023 £2025 ¢80 csll) 2l 250l § ey 1 laolydl w51 e Al
Laugie et die Jli ¥ Al (o5Lall 8 (COBIT) &eSy> 5l

Al &bl Byliall Ay @ Wb pall loasll By e rsme Sy Hise (Axbiall Glaial ASHLin Olows) dad pmy 2
ol Catsarad] (U il L) By aleza¥! oy laglall Lz s19iS5 o cdasy A1 byl s pe Azl e eadi
olezll o e (2022 (houss £2024 «guudy duaslsy 12022 udlly zlids) Slalyy GuST Cos Axball Gl
Sl Beuall Sleasell Bag> e bl el 8l 2z 5198l

poad [diga 0585 8 (3lshl plageinl (ruses Olasdy daiaill Gadzs (less) Sloslall Lz slgiss 2aSs> guadd dpludl @bl 3
oo g Lilall laang Jlalsell (e Ja, (gl mumeall USAIL Byl dme Bylally Siloglall LizslaiSs 3 Hleiiad] dizss
Lalll wlaldl sl sue s> (2019 c)S1) Al 4] clal Lo pe Al sid pamadsy . 03L5 Aanall cileusdl 3552
o Al s calises LS 2 o19aSlly &y ddl 5)lsald B)1o) £ g uSiay Loo Balai¥l e Ll L350 6019 calolall &ugially
Lalys ISy (Aol 319kl 8ylo) et 3 AaSgaell Aleld il @iy Bleall (2023 (09,519 gumand!) Aulys Al
I @ Ayl ju5aTg Sblell pasass JI 6355 Slaglall L glgiSs LaSs o (e ST &Iy sl 3 (2019 ¢ ey 543)
lalls 2l (8)Lall d51s o ed9aSall el oozl § ol maidl oliad Aol Ayl e (oylaill i s
JIse¥l ia Joomsg dalai¥l oin JMiiwl (resny Gisd> 2aSe> Hlb) Gasas 90 Lpus Aalasly s o4 Jlgadl s 4l
Al bl e o Yo wilall @laad ¥ (o IS5 )

Silyogdl! 2.10

[257]
22026 Luple 1almll 3suall agigdanily aolud¥l aglall Silaall alma



_’:/ Bag Oeasss 3 Langas Slaglall Lin g1iS5 4S5 suskaty Zusalll iyLall ol suse / ' 2
Et,dﬂall LAPRES(] i ’

(oAl By Wplmidl Byliall e Bl dwlya) wHlailldlae

Majallat A-Tafani

YL Ayl v Ayl L ilimgs 1 ilaad) M5 (1

dzgilly 31N 3 Lell il (§1 Buelall 5895 Jlly wilisdlally 5loa¥ misss LeSomll JSha puags 1Sl Glad (ass 1
Acgungll Bluall Jgiosll (s a Ll JLined! 3udiy

SIS L ans of e L 55 &1 slpamad) llang Ll LBl ao (381535 JUme Jas b yshas oo &bl 8ylall e 2
sleze¥ oSy @I Jeall aelsdy 2dgull plall e Lapé g BASEL [1OS cCOBIT2019 1 Jte L casiall ulall o lusylall Juad
¥ las¥ly cleglall L 919085 S Jlams 3 Lele

L3l Sl Adag SllasMe JLarud A 2ued) wloal Juslenll ol mial 2uas Jiluy dgn ayleall d)lall Aubull gags 3
o dadlgie Slrull sda 0585 (K A pall cloasdl gl bl mraiad § pShaY g (Aaz ) 2,045) B)lalls cnkelally
Aylall alls (5l aile L1y cilallas

o0 el OF oSl ik (385 89,40 (6 7 Lmid 3)lokl (rrumis Zaaill 3uans Losial (KPIS) Bty o151 Sl pdiga audg e Joall 4
Ol Loy gt adyg susell HUanil opey Julas 3 diealus e S

bl Aesls 11

8 el g sl wlell ciloglall las lolies (e azell § Siloglall Lz 515085 2aSs> 24aal (2019) 3gamma dazme Bra> ca)S]

351 ()70 adelly Aplat clahall eledl dlell Aad) Apladl Glall e Ladls Zuls

https://doi.org/10.21608/jces.2019.50356

sy Lady Al 2, Leall 3)Lall (3 (EDM) 2eSsonl) clibas 355 Basas guto (2025) o135 50 dazmn 2,8 9 oz lide e clall
(19)7  dwalall  olell  dlme el Hyl=dl  Bylall e Zsliw  Awls (COBIT)  cansS

https://doi.org/10.37375/bsj.v7i19.3304

Apladd] szl o Bie W dolys bl Aol 53y e Sloglall LomslyiSGy wlii aliiianl 3T .(2022) 8y la  Shgs
http://dspace.univ-chlef.dz/handle/123456789/1741 .calall (e g ¢y u> Aasla ([B)9-du0a Bly9385 2> 9, Lo1]

https://www.audit.gov.ly/ar/downloads/reports/ .4wl=l! (31922023 pladl ggiud! o ,a3l .(2024) ol Al (slgas

@aﬁz//du Ul dwlys A4S olou)] 535> u”uw”g; Sloglall Loty iST 495 .(2024) sles rR1) el 8y 4 (Agalg)
https://dspace.univ- .alls 1945 b 8 Aml> ([Sadie  auab U] UL sy - izl

guelma.dz/jspui/handle/123456789/15986

Sogadl Gslmill piall 3 ol Sloglall Lix o135 aSg> (Sgiune dy=i (2014) daza 03y sguais cCmue> ¢ e ccaglal c3g93
210-189 «(2)36 . dealal) lawlllly Ergpmel] i Anal Ao (COBIT) Joe ,lbo) 385 23300

sbles 8yla] @ (COBIT2019) Hls) 93 .(2023) enlee pas by coslies Lis pew (Bllliie (S dnsddliie (guzad|
343-318 ()47 ciladl clhall Dyall Anll Elage Al Adhall lally Slaslall LirslsiSs wlilec

https://doi.org/10.21608/alat.2023.292967

[258]
22026 Luple 1almll 3suall agigdanily aolud¥l aglall Silaall alma


https://doi.org/10.21608/jces.2019.50356
https://doi.org/10.37375/bsj.v7i19.3304
http://dspace.univ-chlef.dz/handle/123456789/1741
https://www.audit.gov.ly/ar/downloads/reports/
https://dspace.univ-guelma.dz/jspui/handle/123456789/15986
https://dspace.univ-guelma.dz/jspui/handle/123456789/15986
https://doi.org/10.21608/alat.2023.292967

_/:,J Bagz (s § Laygag Slaglall Lz g19isSS AeSgo Buidaty Aeell bylall a1 st % ' %
R-gﬁ)@l‘ A PRES|] e v

(oAl By Wplmidl Byliall e Bl dwlya) wHlailldlae

Majallat A-Tafani

10 Ll (032023 Silaglall L 916385 4Sg> Juds .(2023) (558 U Lad <8 4mshittps://cbl.gov.ly/micifaf/2023/10/- g diin
Sloglall-Lix o168 8 g - Lo 1802023-2ud-21- 08 y-(y-p- -|-.pdf

(00 p2sus 2024 &0zl @ juall pllaall 2eSonll s (2024) (58,4 Lud C3ymshttps://cbl.gov.ly/micifaf/2024/12/- 4ds
2024-cazll- 8 puall-g Unsll-2eSoll. pdf

@)A-U KA PRES)] 5.5‘9_? el L_j QYLAJY‘} QLA}LLU Lp}.‘};gj 292 (2022) ‘éwLu p_j)ﬁl..x.gc s)..au.U‘j sé.)l.(‘.” 514“)‘9:- ecl.m
Olad¥ Lol dlme (Sslrandly Lygeazlly Lidsyd] Jlai) Glayum dincios Aaladl cdylall £9,8 (any (e Bluge 2y

32-1.19 pazlly

[Bys-diin siumle Wlay] izt § 4] wlocit)] cnwnt) LB Ciloglel] Limg fiST e8> (2019) ol  yoleg s ol 55
http://dspace.univ- (gl el 5SU
tissemsilt.dz/bitstream/handle/123456789/975/MM336-133.pdf

AL-Qatanani, K. M. (2025). The Impact Of Implementing Information Technology Governance Based On The COBIT-2019
Framework On Institutional ~Performance. Fdelweiss Applied Science and Technology, 9(3), 84-95.
https://doi.org/10.55214/25768484.v9i3.5117

Elsharif, T. A, Biger, A. A., & Elfessi, A. M. (2023). Determining The Level of Information Technology Governance Applied in
Accordance with The Framework of (COBIT) in the Libyan Commercial Banks. Journal of the Academy of Graduate Studies

for Research and Scientific Studies, 2(8), 95-125.

Harguem, S., Boubaker, K. B., & Echatti, H. (2022). Information Technology Governance In The Tunisian Banking Industry-
An Exploratory Study. Academic Journal of Interdisciplinary Studies, 77(3),121. https://doi.org/10.36941/ajis-2022-0072

Henderson, ). C., & Venkatraman, N. (1999). Strategic Alignment: Leveraging Information Technology For Transforming

Organizations. /BM Systems Journal, 38(2), 472 - 484. hutps://doi.org/10.1147/5).1999.5387096

ISACA.  (2018). COBIT 2019  Framework:  Governance and  Management  Objectives.  ISACA.

https://www.isaca.org/resources/cobit

ISO. (2015). Information Technology Governance Of IT For The Organization (ISO/IEC Standard No. 38500:2015).

International Organization for Standardization. https://www.iso.org/standard/62816.html

Juiz, C., & Toomey, M. (2015). To Govern IT, Or Not To Govern IT?. Communications of the ACM, 58(2), 58-64.
https://doi.org/10.1145/2656385

Kang, G.D., &James, ). (2004). Service Quality Dimensions: An Examination Of Gronrooss Service Quality Model. Managing
Service Quality, 74(4), 266-277. https://doi.org/10.1108/09604520410546806

Kulkarni, A. M., & Tilak, P. R. (2023). Customer Satisfaction in Banks: The Role of Service Quality. /nternational Journal of
Research Publication and Reviews, 4(11), 2650-2654. https://ijrpr.com/uploads/V4ISSUE11/JRPR19417.pdf

[259]
#2026 ule Tulzll 3suall Addanlly dslud¥l pglall lanll dlome


https://cbl.gov.ly/micifaf/2023/10/منشور-ا-ر-م-ن-رقم-21-لسنة-،2023بشأن-دليل-حوكمة-تكنولوجيا-المعلومات-.pdf
https://cbl.gov.ly/micifaf/2023/10/منشور-ا-ر-م-ن-رقم-21-لسنة-،2023بشأن-دليل-حوكمة-تكنولوجيا-المعلومات-.pdf
https://www.google.com/url?sa=E&source=gmail&q=https://cbl.gov.ly/micifaf/2024/12/دليل-الحوكمة-للقطاع-المصرفي-المحدث-2024.pdf
https://www.google.com/url?sa=E&source=gmail&q=https://cbl.gov.ly/micifaf/2024/12/دليل-الحوكمة-للقطاع-المصرفي-المحدث-2024.pdf
http://dspace.univ-tissemsilt.dz/bitstream/handle/123456789/975/MM336-133.pdf
http://dspace.univ-tissemsilt.dz/bitstream/handle/123456789/975/MM336-133.pdf
https://doi.org/10.55214/25768484.v9i3.5117
https://doi.org/10.36941/ajis-2022-0072
https://doi.org/10.1147/SJ.1999.5387096
https://www.isaca.org/resources/cobit
https://www.iso.org/standard/62816.html
https://doi.org/10.1145/2656385
https://doi.org/10.1108/09604520410546806
https://ijrpr.com/uploads/V4ISSUE11/IJRPR19417.pdf

> /'
,/ Bagz (s § Laygag Slaglall Lz g19isSS AeSgo Buidaty Aeell bylall a1 st % %
(15—'/ b pall cleasl! T

(oAl By Wplmidl Byliall e Bl dwlya) wHlailldlae

Majallat A-Tafani

Mohamed, A. M. E., Alnor, N. H. A, Mohammed, O. A. A, Al-Matari, E. M., Alhebri, A, & Ahmed, A. (2024). The Impact Of
Information Technology Governance According To The COBIT On Performance. /nternational Journal of Advanced and

Applied Sciences, 71(3), 127-136. https://doi.org/10.21833/ijaas.2024.03.014

Panetta, I. C, Leo, S., Santoboni, F., & Vento, G. A. (2017). IT Governance In The Banking Sector: Evidence From ltaly,
Germany, France and Spain. Journal of Economics and Business, 15(2), 63-76. https://hdl.handle.net/10419/193877

Parasuraman, A., Zeithaml, V.A, & Berry, L.L. (1988). SERVQUAL: A Multiple- Item Scale for Measuring Consumer
Perceptions of Service Quality. fournal of Retailing, 62(1), 12-40.

Weill, P., & Ross, ]. W. (2004). IT Governance.: How Top Performers Manage IT Decision Rights For Superior Results. Harvard

Business School Press.

Zeithaml, V.A. (1987). Defining and Relating Prices, Perceived Quality and Perceived Value, Marketing Science Institute,
Cambridge, MA.

[260]
#2026 ule Tulzll 3suall Addanlly dslud¥l pglall lanll dlome


https://doi.org/10.21833/ijaas.2024.03.014
https://hdl.handle.net/10419/193877

