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Abstract (English)

This study aimed to measure the impact of e-service quality
dimensions (reliability, responsiveness, security and privacy, ease of
use, and website efficiency) on customer satisfaction at Najm Insurance
Services Company in the Kingdom of Saudi Arabia. The study adopted
a descriptive-analytical approach, distributing an electronic
questionnaire to a random sample of (384) customers benefiting from
the company’s e-services. Data were analyzed using SPSS through
descriptive statistics and multiple and simple linear regression analysis.

The study found a statistically significant positive impact at (o <
0.05) of e-service quality dimensions collectively on customer
satisfaction, explaining (78.6%) of the wvariance in customer
satisfaction. Security and privacy emerged as the most influential
dimension, followed by reliability, responsiveness, ease of use, and
website efficiency. The study recommended strengthening security and
privacy systems, developing the technical infrastructure, simplifying
user interfaces, and accelerating response mechanisms to enhance
customer satisfaction and loyalty.

Keywords: E-Service Quality, Customer Satisfaction, Najm
Insurance Services, Security and Privacy, Saudi Arabia.
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