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The Impact of Digital Customer Experience Quality on Customer
Satisfaction: An Applied Study on Al Rajhi Bank in the Kingdom of
Saudi Arabia
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Digital banking services have become an essential part of daily life.
Customers increasingly rely on banking applications and electronic
channels to complete most financial transactions without visiting bank
branches. Consequently, banks have focused on improving their digital
services by providing fast, secure, and user-friendly platforms that reduce
customers’ time and effort while enhancing service quality (Al Rajhi Bank,
2024).

Digital customer experience refers to all interactions customers have while
using digital banking services, including application usability, transaction
speed, information security, accessibility of services, and the quality of
technical support. A positive digital experience contributes significantly to
higher customer satisfaction and encourages customers to continue using

banking services (Kotler & Keller, 2016).

Al Rajhi Bank is one of the largest banks in Saudi Arabia and offers a wide
range of digital banking services through its mobile application, self-
service channels, and online banking platforms. In recent years, the bank
has invested heavily in digital transformation to improve customer

experience and increase customer satisfaction (Al Rajhi Bank, 2024).

Customer satisfaction plays an important role in the success of banking
institutions. Satisfied customers are more likely to continue dealing with
the bank, recommend its services to others, and develop long-term
relationships. Therefore, improving digital customer experience has

become a major priority in the banking sector (Lemon & Verhoef, 2016).

Accordingly, this study aims to examine the impact of digital customer
experience quality on customer satisfaction at Al Rajhi Bank and to identify
how improvements in digital services influence customers’ overall

satisfaction.
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The Saudi banking sector has experienced significant growth in digital
services in recent years. Banking applications and electronic channels
have become essential tools for customers to complete their daily
transactions. However, customer satisfaction depends not only on the
availability of digital services but also on the quality of the customer’s
digital experience, including ease of use, transaction speed, security, and
electronic support (Al Rajhi Bank, 2024). Therefore, there is a need to
examine the impact of digital customer experience quality on customer
satisfaction at Al Rajhi Bank to support the continuous improvement of

digital banking services.
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The importance of this study comes from the growing interest in digital
transformation within the banking sector and the role of digital customer
experience in improving customer satisfaction. The findings may provide
useful information for enhancing digital banking services at Al Rajhi Bank,
leading to a better customer experience and higher satisfaction levels. In
addition, this study may serve as a reference for future researchers

interested in similar topics.
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What is the impact of digital customer experience quality on customer

satisfaction at Al Rajhi Bank in the Kingdom of Saudi Arabia?
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What is the level of digital customer experience quality provided to Al Rajhi

Bank customers?

What is the level of customer satisfaction with the digital services provided
by Al Rajhi Bank?
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Is there a statistically significant relationship between digital customer

experience quality and customer satisfaction at Al Rajhi Bank?
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To what extent does digital customer experience quality affect the level of

customer satisfaction at Al Rajhi Bank?
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The main objective of this study is to examine the impact of digital
customer experience quality on customer satisfaction at Al Rajhi Bank in
the Kingdom of Saudi Arabia.
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To identify the level of digital customer experience quality provided to Al

Rajhi Bank customers.

To measure the level of customer satisfaction with the digital services
provided by Al Rajhi Bank.
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To examine the relationship between digital customer experience quality

and customer satisfaction at Al Rajhi Bank.
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To determine the extent to which digital customer experience quality

affects customer satisfaction.
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There is a statistically significant relationship between digital customer

experience quality and customer satisfaction at Al Rajhi Bank in the

Kingdom of Saudi Arabia.
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There is no statistically significant relationship between digital customer
experience quality and customer satisfaction at Al Rajhi Bank in the

Kingdom of Saudi Arabia.
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The research model consists of two main variables: digital customer
experience quality as the independent variable and customer satisfaction
as the dependent variable. The study assumes that improving the
customer experience when using digital banking services may be
associated with a higher level of satisfaction with the services provided by

Al Rajhi Bank
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Digital Customer Experience Quality

(Jiiall juaiall)
(Independent Variable)
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Customer Satisfaction
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(Dependent Variable)
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The proposed field study will be conducted among Al Rajhi Bank
customers in the Kingdom of Saudi Arabia who have experience using the
digital banking services provided by the bank. This includes customers
who use the bank’s mobile application, electronic banking services, and
other digital channels. The study will focus on customers’ opinions
regarding their experience when using digital services and their level of
satisfaction in order to examine the relationship between digital customer

experience quality and customer satisfaction.
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The proposed data will be collected through an electronic questionnaire
distributed to a sample of Al Rajhi Bank customers. The purpose of the
study will be explained to participants, and the confidentiality of the
collected data will be maintained. The questionnaire will not request
banking or personal information that is unrelated to the objectives of the

study.
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The study is expected to adopt a quantitative approach using the
descriptive-analytical method, as it is appropriate for the nature of the
research, which aims to examine the impact of digital customer
experience quality on customer satisfaction. An electronic questionnaire
will be used as the main data collection instrument among a sample of Al

Rajhi Bank customers who use digital services.
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The questionnaire will include statements measuring the independent
variable, digital customer experience quality, and statements measuring

the dependent variable, customer satisfaction. After collecting the
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responses, the data will be organized, coded, and analyzed using an
appropriate statistical program to describe the study data, test the

hypothesis, and measure the relationship between the two variables.
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The proposed project will be carried out through a series of sequential
stages, beginning with identifying the research topic and ending with

presenting the findings and recommendations.
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Stage One: Research Topic Identification

Selecting the research topic entitled The Impact of Digital Customer
Experience Quality on Customer Satisfaction and choosing Al Rajhi Bank

as the research setting.
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Stage Two: Research Problem ldentification

|dentifying the research problem related to digital customer experience

quality and its relationship with customer satisfaction at Al Rajhi Bank.
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Stage Three: Formulating Research Questions, Objectives, and

Hypothesis

Formulating the research questions, objectives, and main hypothesis in

accordance with the two study variables.
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Stage Four: Reviewing Previous Studies and References

Reviewing previous studies and academic references related to digital

customer experience quality and customer satisfaction.
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Stage Five: Developing the Research Model

|dentifying digital customer experience quality as the independent variable
and customer satisfaction as the dependent variable and illustrating the

proposed relationship between them.
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Stage Six: Developing the Research Instrument

Developing an electronic questionnaire based on the two research
variables, including appropriate statements to measure digital customer

experience quality and customer satisfaction.

13
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Stage Seven: Data Collection

Distributing the questionnaire to a sample of Al Rajhi Bank customers who

use digital services.
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Stage Eight: Data Analysis

Organizing, coding, and analyzing the collected data using appropriate

statistical methods.
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Stage Nine: Hypothesis Testing

Testing the main hypothesis to identify the relationship between digital
customer experience quality and customer satisfaction and to measure

the impact of the independent variable on the dependent variable.
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Stage Ten: Discussion of Findings

Discussing the findings and relating them to the research objectives and

previous studies.
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Stage Eleven: Recommendations and Final Report

Providing appropriate recommendations based on the study findings and

preparing the final research report.

15




;@\J—d\ daild
A gl A jall ASLadll (b )Nl 2024 (s siall 51 (2024) o)) B e
Kotler, P., & Keller, K. L. (2016). Marketing Management (15th ed.).

Pearson.

Lemon, K. N., & Verhoef, P. C. (2016). Understanding customer
experience throughout the customer journey. Journal of Marketing, 80(6),
69-96. https://doi.org/10.1509/im.15.0420

Parasuraman, A., Zeithaml, V. A., & Malhotra, A. (2005). E-S-QUAL: A
multiple-item scale for assessing electronic service quality. Journal of
Service Research, 7(3), 213-233.
https://doi.org/10.1177/1094670504271156

16



http://www.tcpdf.org

