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Abstract

This study aims to identify the factors that contribute to customer satisfaction
with the electronic services provided by Al Rajhi Bank, the world's largest
Islamic bank.

This study was conducted on a sample of customers dealing with Al Rajhi
Bank in the Qassim region of the Kingdom of Saudi Arabia, measuring
various constructs such as reliability, efficiency, responsiveness, and
empathy, which were considered determinants of customer satisfaction.

The sample size of respondents was 184 customers.

The study reveals that reliability, efficiency, responsiveness, and empathy all
have a positive and significant impact on customer satisfaction.

Customer satisfaction is a key indicator that reflects a bank's ability to
provide services that meet or exceed customer expectations. This concept
relates to several aspects, including service quality, rapid response to
customer needs, efficiency in service delivery, and innovation in developing
new banking products.

This study is based on an integrated research methodology that combines
quantitative and qualitative tools to analyze the impact of customer

satisfaction on business growth at Al Rajhi Bank.
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