
491 

Role of Cloud Computing in Service Quality, 
Information Quality & Low Costs: An Empirical 

Study on Jordanian Customs 
 

Khaled Alzoubi, Nader Mohammad Aljawarneh, Yousef 
Alsafadi, Ahmad Tawfig Al-Radaideh & Shadi Altahat 

Department of Business Administration, Business College, Jadara University, Irbid, Jordan 
Email: n.jawarneh@jadara.edu.jo 

 

Abstract 
The study seeks to define the role of cloud computing in service quality, information quality 
and low costs. To achieve this research purpose, 207 employees were surveyed and there 
were 187 questionnaires valid for statistical analysis, adopting the descriptive approach. 
Questionnaires were used to measure the cloud computing impact on Jordanian customs. The 
study concluded that there was a high usage level of cloud computing and high level of 
application of service quality and information quality. In addition, there was a statistically 
significant correlation between cloud computing and service quality, information quality, and 
low costs. In light of the aforementioned results, Implementations for cloud computing and 
service quality, information quality, and low costs are discussed. 
Keywords:  Cloud Computing, Service Quality, Information Quality, Low Cost, Jordanian 

Customs. 
 
Introduction 
Cloud computing is a developing computing worldview that vowed to give chances to 
conveying an assortment of PC applications in a manner that has not been experienced 
previously (Sultan, 2009). With cloud computing, organizations and clients can approach 
applications everywhere throughout the world through any internet browser. We can 
envision a cloud computing framework as a virtualized PC framework that contains all 
products and applications required for organizations. According to Wade and Hulland, (2004) 
cloud computing provides organizations with a general sense diverse model of activity in 
which the specialist organizations are liable for hard parts in utilizing programming: 
establishment, update, upkeep, reinforcements, failover capacities, and security. Thus, the 
customers of cloud computing administrations will see the expanded unwavering quality and 
cost reductions because of economies of scale (Educause, 2009). They don't have to put 
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resources into their own servers or utilize staff to deal with them. Rather, they simply need 
to pay for the administrations on request. These points of interest are significant for 
organizations, but they become even more urgent for independent companies that have 
restricted assets. According to Santhanam, and Hartono, (2003) utilizing cloud computing in 
administrations will spare them a great deal of time. Banks that utilize cloud computing will 
get similar advantages, for example, cost and efficiency, dependability of the administrations, 
responsive conveyance, so there isn't generally any leeway in utilizing cloud computing except 
if you can utilize it carefully to make your business distinguishable from contenders who sell 
similar items/administrations. As it were, an ever-increasing number of independent ventures 
will utilize cloud computing on the off chance that it will empower them to improve their 
circumstances (Rokaya& Al-Ghazzawi, 2018). This issue has not gotten satisfactory 
consideration both from the scholastic and pragmatic world. In this exploration, we will utilize 
the asset-based view hypothesis to build up an examination model for cloud computing and 
upper hands for private ventures (Al-Bdareen & Khasawneh, 2019). The provider's satisfaction 
consists of boosting the advantage and use, while the buyer's satisfaction is reducing the cost 
that is going to be paid (Chan, et al 2007; Al-Badarin & Al-Azzeam, 2017). 
Bharadwaj (2000) says that, be that as it may, however, cloud computing has huge points of 
interest; there are difficulties in the zone of Quality of Service (QoS). According to Quittner, 
(2009) QoS indicates the degrees of execution, unwavering quality, and accessibility offered 
by an application and by the stage or foundation that has it. Any violation of service level 
agreement (SLA) involves a misfortune for both cloud suppliers and cloud clients. Over 
arrangement is regularly received by suppliers as a methodology to fulfill the SLA, yet it 
neglects to streamline asset use, particularly for private clouds. Chan, et al (2007) states that 
because of complexities that have influenced QoS affirmation, numerous specialists have 
been provoked to investigate mechanized QoS, and the board procedures that can handle the 
difficulties experienced by the clients and the cloud service suppliers. In this paper, we studied 
related productions from 2009 to 2015 to learn if the current procedures and executions have 
had the option to determine the issues of the nature of service in cloud computing. (Celuch, 
Murphy, and Callaway 2007) 
According to Algrari, (2017) there are many challenges identified with the banking sector in 
Jordan. From the above-portrayed strategy, we can without a doubt see how a ton of room 
would be required to keep those records, likewise that it is so risky to shield those reports 
from a failure. Managing and keeping track of customers and business records is trying 
enough without including the constant endeavor of managing the report upkeep procedures 
express to each file type (Al-bdareen, 2020). Mani, et al. (2010) in addition, the cost of 
standard banking is high, so it's unrealistic for banks to open an unreasonable number of 
premises for prolonged periods of time. Mani, et al. (2010) expressed dissatisfaction in 
achieving these targets, which drove the banks to loss of congruity in customers. Cloud 
computing presents customers with an important advantage in that it eliminates as a concern 
the installation, maintenance and processing infrastructure for management. One begins to 
deal with a vision of computing resources, be they infrastructure, services or development 
platforms; as with the simple access to the Internet - it hires, binds, it is available and someone 
(the supplier) is responsible for ensuring the quality of service. Cloud computing enables 
organizations to focus their attention on their business, and provides them with a scalability 
scenario, both in terms of services and infrastructure, which become “unlimited”. The cost, 
whose detailed analysis will not be the target of this paper, is presented as globally 
advantageous. (Cunha et al 2017).  
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Literature Review 
Cloud Computing’s role in Service Quality, Information quality, and Low Costs 
Cloud computing today, is one of the leading technologies as it provides better prospects for 
future organizations (Gartner, 2011). Cloud computing is a moderately ongoing term despite 
the fact that it was based upon some current ideas. There are various meanings of cloud 
computing and we will survey them to reach a typical definition. As indicated by 
Gartner(2011), Cloud computing today is one of the main advances as it is by all accounts 
desired by future associations. Cloud Computing is a financially savvy answer for diminishing 
the necessities of associations and get together with business points, because of its adaptable, 
practical, and stable stage for conveying IT services to associations by means of the web 
(Hashizume et al., 2013; Obeidat, 2019).  
The asset-based view hypothesis has been utilized widely in key administration inquiries and 
has been seen as a helpful strategy to assess the key estimation of a company's assets. At that 
point, it has been generally acknowledged and applied in IS inquire about. Utilizing the asset-
based view hypothesis, IS analysts have had the option to assess the key estimation of IS 
assets, separate among different kinds of IS, and study their effects on execution 
(Santhanam& Hartono, 2003). It was likewise demonstrated that unlike some assets, for 
example, brand value or budgetary resources, IS assets once in a while contribute an 
immediate impact to the continued upper hand. In this exploration, we will utilize and adjust 
the after effects of some IS studies to build up an examination model for cloud computing. 
Despite the fact that cloud computing gives various advantages to organizations, 
(Ravichandran and Lertwongsatien, 2002).  
Quality of service means the level of execution, dependability, accessibility offered by an 
application, and by the stage or framework that has it. According to Chan, et al (2007), quality 
of service is basic to cloud clients, who anticipate that suppliers should convey the promoted 
qualities, and for cloud suppliers, who need to locate the correct tradeoff between levels and 
operational expense. Discovering the ideal tradeoff isn't a simple issue since it includes 
Service Level Agreements (SLAs) which determine quality of service targets and monetary 
punishments related to SLA infringement (Quittner, 2009). Service suppliers need to consent 
to SLA contracts which decide the income and punishments based on the accomplished 
exhibition level (Al-Qudah, et al., 2020). Service Level Agreements (SLA‟s) are marked 
between the service supplier and the Customer where SLA infringement goes about as 
significant limitations.  
According to Hoberg, et al (2012), computing insinuates the data development organization 
model, where hardware and programming organizations are passed on-solicitation to 
customers across (scattered) IT resources/sort out in a self-organization configuration, 
liberated from the contraption and zone. Resources given by the cloud can be intensely, 
adjusted mulling over dynamically perfect resource utilization. Yan, G. (2017, July). Cloud 
computing rose as the progression and mechanical progress of the framework and passed on 
computing, web organizations, the organization masterminded plan, utility computing, and 
virtualization (Obeidat & Otibi, 2015). According to Hoberg, et al (2012), the guideline 
estimation of cloud computing for associations gets from offering resources in a traditionalist, 
flexible, and versatile way, which is sensible and speaking to IT customers and examiners. It 
will, in general, have fought for promising business points of interest of the cloud achieved 
increasing selective expectations. The utilization of Cloud Computing Services seems to offer 
significant cost advantages. Especially new businesses profit by these preferences since much 
of the time they don't work with an inner IT infrastructure. During the ongoing years, the 
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meaning given by the National Institute of Standards and Technology (NIST) turned out to be 
exceptionally famous in research and in practice it was the same, since it gives a complete 
diagram: "Cloud computing is a model for empowering helpful, on-demand organize access 
to a common pool of configurable computing assets (for instance, systems, servers, 
stockpiling, applications, and services) that can be quickly provisioned and released with 
insignificant administration exertion or service supplier communication".  
 
Cloud Computing and Information Quality 
Cloud Computing is a model for empowering advantageous, on-demand organized access to 
a mutual pool of configurable computing assets (e.g., systems, servers, stockpiling, 
applications, and services) that can be quickly provisioned and released with negligible 
administration exertion or service supplier cooperation. Numerous different definitions are 
given. Cloud computing has got the chance to be used more to be a productive business. 
Cloud computing rose as the progression and mechanical progress of the framework and 
passed on computing, web organizations, the organization masterminded plan, utility 
computing, and virtualization. Step by step instructions to use cloud computing in making and 
continuing upper hand for organizations is pivotal for all organizations, particularly for private 
ventures who need to use every accessible asset seriously (Abualoush et al., 2018). An asset 
that can satisfy those necessities should be important, uncommon, matchless, and no 
substitutable (Barney, 1991). 
H1: There is a positive relationship between cloud computing & information quality. 
 
Cloud Computing and Service Quality 
Cloud Computing is a financially savvy answer for diminishing the necessities of associations 
and get together with business points, because of its adaptable, practical, and stable stage for 
conveying IT services to associations by means of the web (Hashizume et al., 2013). While it 
is confounded to an expansive range of services, cloud computing is typically a computing 
strategy that gives adjusted correspondence limits and alteration as assistance with 
associations by an outsider supplier that has an IT framework (Bisong and Rahman, 2011). 
Quality of Service (QoS) means the level of execution, dependability, accessibility offered by 
an application, and by the stage or framework that has it. Celuch, Murphy, and Callaway 
(2007) QoS are basic to cloud clients, who anticipate that suppliers should convey the 
promoted qualities, and for cloud suppliers, who need to locate the correct tradeoff between  
H2: There is a positive relationship between cloud computing & service quality. 
 
Cloud Computing and Low Cost  
In spite of the fact that it is fundamental for associations in potential advantages from 
associations' determined and working points of interest, it isn't as brisk as envisioned 
(Irtaimeh et al., 2016). The utilization of Cloud Computing Services seems to offer significant 
cost advantages. Especially new businesses profit by these preferences since much of the time 
they don't work an inner IT infrastructure. The pioneers of cloud computing are persistently 
executing new ideas to make pricing progressively appealing to clients which causes them to 
conquer their rivals. For instance, Microsoft Azure has acquainted the pricing every moment 
with coordinate the costs every hour is given by Amazon. Building a pricing plan requires 
associating costs to pricing for billable things and then consolidating these into various plans 
that are offered to cloud shoppers. Each billable thing can have distinctive pricing alternatives 
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that can be either fixed or variable pricing. Indeed, numerous suppliers offer distinctive 
pricing alternatives for the equivalent billable thing. 
H: There is a positive relationship between cloud computing & low cost. 
 
Methodology 
The quantitative method was used to test the study hypotheses (al-Bourini et al., 2020). The 
study questionnaire was designed to collect data from the study sample and to determine 
their perceptions to know the quality of service, the quality of information, and the low cost 
in the Jordanian Customs administration. The questionnaire is divided into five sections. The 
first section dealt with demographic variables including gender, age, educational level, work 
experience and title. The second section dealt with the respondent's perception of cloud 
computing. As for the third section, it covered the level of service quality, quality of 
information and low cost, data was collected from all workers in the Jordanian Customs 
Department (the main administration) where the current study population consists of about 
478 employees of all administrative practices. According to Sekaran 2016, the appropriate 
sample for this population consists of 208 respondents, who were randomized. As such, 208 
questionnaires were distributed, and 187 analytic questionnaires were retrieved. The first 
table shows descriptive statistics of demographic variables. Where the data indicated that 
approximately 81.5% of the respondents are male, the proportion of the age group under 45 
years is 73% of the sample and that 65% hold a Bachelor's degree. The table also shows, 
moreover, approximately 37 respondents with less than fifteen years of experience, the table 
shows that most of the respondents 87.3% the proportion is in the staff. 
 
Table 1 
Distribution of the sample population according to demographic variables 

Variable Category Percentage 

Gender 

Male 81.5% 

female 18.5% 

Total 100 %  

age 

Less than 25 4.6% 
From 25 - less than 35 24.9% 
From 35 - less than 45 43.6% 
From 45 - less than 55 19.3% 
55 and over 7.6% 
Total 100 %  

Qualification 

Intermediate diploma or less 16.7% 
BA 65.5% 
M.A. 12.2% 
PhD 5.6% 
Total 100 %  

Years of experience Less than 5 years 4.1% 
From 5 - less than 10 years 7.6% 
From 10 - less than 15 years old 25.9% 
From 15 - less than 20 years old 38.6% 
  20 - and over 23.8% 
Total 100 %  

Position 

Manager 4.6% 

Head of Department 8.1% 

Employee 87.3% 

Total 100 %  



INTERNATIONAL JOURNAL OF ACADEMIC RESEARCH IN BUSINESS AND SOCIAL SCIENCES 
Vol. 1 0 , No. 6, 2020, E-ISSN: 2222-6990 © 2020 

496 

Table 2 presents the results of the analysis of the responses of the study sample members 
concerning the variables of the study model, using descriptive statistical methods of 
arithmetic averages, standard deviations, grades, and relative importance, as well as the high 
level of relative importance of the variables of Service Quality, Quality & Low Cost, where the 
computational averages of the dependent variables ranged from 3.710 to 3.934 as shown by 
the table that the level of relative importance of the variables of the Independent Clouding 
Computing variable. At an average level of 3,152 
 
Table 2 
Analysis of study variables 

# variable Mean SD level 

1 Cloud Computing 3.152 0.751 Med 

2 Service Quality 3.791 0.611 High 
3 Information quality 3.934 0.635 High 
4 Low Cost 3.710 0.500 High 

  
To ensure that the tool is stable, and internal consistency values were tested the results as 
shown in Table 3. 
 
Table 3 
Internal Consistency 

Domains Internal consistency 

Cloud Computing 0.83 
Service Quality 0.78 
Information quality 
Low Cost 

0.74 
0.75 

 
Table 3 shows that the values of the Cronbach Alpha showed an internal consistency 
coefficient for all dimensions of the resolution paragraphs ranged from 0.71-0.83, where 
stability is considered weak if the coefficient values are less than 0.60 and assumed 
(Sekaran&Bougie, 2015). The minimum stability factor is 0.70, and stability is considered good 
whenever the values of the coefficient are 0.80 and above, so the values in the previous table 
are an indication of the stability of the study tool, the consistency of its paragraphs, reliability, 
and reliability for statistical analysis. 
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Hypotheses Test  
H1: Cloud Computing has positive impact on Service Quality 
 
Table 4  
Results of testing the effect of cloud computing on the service quality 

dependen
t variable 

R 
 

R2 
 

F 
 

Sig 
F* 
 

Coefficients 

Independen
t variable 

β 
Standar
d error 

t 
 

Sig* 
 

Service 
Quality 

0.42
7 

0.17
3 

49.46
1 

0.00
0 

Cloud 
Computing 

0.48
9 

0.077 
7.88
4 

0.00
0 

 
The results of the above table indicate that the effect of Cloud Computing on Service Quality 
is statistically significant, with the calculated F value being 49.461, and the Sig F = 0.000 level 
below 0.05, while the correlation coefficient was R = 0.427, which refers to the positive 
relationship between the two variables, plus the value of the selection coefficient was R2 = 
0.173, indicating that 17.3% of the variation in Service Quality can be explained by the 
variation in Cloud Computing. The regression coefficient = 0.489β refers to the total effect of 
cloud computing on Service Quality, which is a moral effect, where the value of t was 7.884. 
H2: Cloud Computing has positive impact on information quality 
 
Table 5  
Results of testing the effect of cloud computing on the Information quality of service 

dependen
t variable 

R 
 

R2 
 

F 
 

Sig 
F* 
 

Coefficients 

Independen
t variable 

β 
Standar
d error 

t 
 

Sig* 
 

Informatio
n quality 
 

0.36
4 

0.12
6 

22.36
5 

0.00
0 

Cloud 
Computing 

0.29
8 

0.058 
5.43
7 

0.00
0 

 
The results of the above table indicate that the effect of Cloud Computing on information 
quality is statistically significant, with the calculated F value (22.365) and the indication level 
(Sig F = 0.000) below 0.05, while the correlation coefficient (R) was = 0.364) which refers to 
the positive relationship between the two variables, plus the value of the selection coefficient 
was (R2 = 0.126) and indicates that 12.6% of the variation in information quality can be 
explained by the variation in Cloud Computing. The regression coefficient = 0.298β (refers to 
the total effect (Cloud Computing) on information quality is a moral effect, where the value 
of its t was (5.437) and the level of indication (Sig = 0.000) 
H3: Cloud Computing has positive impact on Low Cost 

 
Table 6  
Results of testing the effect of cloud computing on the Low Cost 

dependen
t variable 

R 
 

R2 
 

F 
 

Sig 
F* 
 

Coefficients 

Independen
t variable 

β 
Standar
d error 

t 
 

Sig* 
 

Low Cost 
 

0.51
9 

0.27
4 

89.34
2 

0.00
0 

Cloud 
Computing 

0.53
7 

0.057 
8.51
9 

0.00
0 
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The results of the table above indicate that Cloud Computing has a statistically significant 
effect on low costs, with the calculated F value being 89.342, and the indication level (Sig F = 
0.000) which is less than 0.05, while the correlation coefficient was R = 0.519, which refers to 
the positive relationship between the two variables, plus the value of the selection coefficient 
was R2 = 0.274, indicating that 27.4% of the variation in Low Cost can be explained by the 
variation in Cloud Computing. The regression coefficient β = 0.537 refers to the total effect of 
cloud computing on Low Cost, which is a moral effect, where the value of its t was (8.519) and 
the level of indication (Sig = 0.000), 
 
Results & Recommendations  
The study results revealed the following: There was a significant impact of cloud computing 
on service quality. Another significant effect was observed regarding the impact of cloud 
computing on information quality. In terms of low costs, there was a significant effect of cloud 
computing in lowering costs. In light of the study results, the researchers recommend that it 
is beneficial for other enterprises working in the same field to employ the use of cloud 
computing in all departments with their applications. The management of Customs is also 
recommended to carry out training courses to enhance employees’ performances. In 
addition, it is also important that the top management at Customs should perform all 
transactions of the organization on the basis of exactness and in a speedy process to ensure 
success of cloud computing in applications. Moreover, it is important that the management 
of Customs keeps alongside its various developments, the development of work procedures. 
Lastly, it is important to indicate the importance of further research and studies on cloud 
computing and institutional performance in other sectors. 
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