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Abstract

The study aimed to explore the impact of Sharia Supervisory Board (SSB)
characteristics on enhancing customer trust in Islamic banks in Palestine. The
descriptive-analytical approach was employed to achieve the study's objectives. The
study population consisted of clients from three Islamic banks in Palestine: the
Palestinian Islamic Bank, the Arab Islamic Bank, and Safa Islamic Bank. A simple
random sample was selected from the customers of these banks across various
governorates such as Ramallah and Al-Bireh, Nablus, Bethlehem, and Tulkarm, which
are key regions with a significant proportion of Islamic bank clients. The sample size
reached 2,448 clients, a size deemed adequate for representing the entire population
effectively. The response rate was 100%, reflecting the participants' strong interest and
connection to the study's topic. The Statistical Package for the Social Sciences (SPSS)

was used for the required analyses, including Independent Samples T-Test, One-Way

ANOVA, and Multiple Regression Analysis to explore relationships between variables.

The results indicated that the SSB characteristics received a positive response from
participants, being rated as "agree." This reflects the clients' satisfaction and trust in
these characteristics, which include crucial aspects such as supervision, accountability,
independence, competence, confidentiality, and consistency. Similarly, the field of
customer trust in Islamic banks received a comparable response, indicating that this
trust is closely linked to the SSB characteristics. The study revealed a statistically

significant correlation between SSB characteristics and customer trust in Islamic banks

in Palestine.

The results suggest that characteristics like supervision and accountability provide
assurance that the bank adheres to transparency and strictly applies Islamic Sharia

principles, thereby enhancing customer trust. The results also showed significant gender
b



differences in the impact of SSB characteristics on customer trust, where males and
females exhibited different levels of trust. However, there were no statistically

significant differences for the variables of age, educational qualification, and bank,

indicating the stability of this relationship across these variables.

The study recommends the need to strengthen communication with customers and
increase the level of transparency in banking operations and SSB decisions.
Additionally, it is recommended to improve the efficiency and relevance of Sharia
Supervisory Boards by developing procedures and standards in line with customer
expectations. Furthermore, training and development programs for SSB members
should be enhanced to elevate their competence and ability to provide high-quality

services that boost customer trust.

Keywords: Sharia Supervisory Board, Supervision and Accountability, Independence,

Competence, Confidentiality, Consistency, Customer Trust, [slamic Banks.



