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Abstract

In general, research in the field of banking service quality focuses on improving the
services provided to customers and increasing their satisfaction. Thus, understanding the
various dimensions of banking service quality that are activated in commercial banks can

help in identifying the factors that affect customer satisfaction and thus improve the quality

of banking service and increase customer satisfaction.

This study aims to understand the impact of banking service quality and its dimensions on

customer satisfaction in commercial banking banks in Riyadh, Saudi Arabia.

The main question of the study revolves around the impact of banking service quality and its
dimensions on customer satisfaction, and the sub-questions explore the impact of each
dimension of banking service quality on customer satisfaction. The study is expected to
contribute to a better understanding of the needs and expectations of customers with regard
to the services of commercial banks, and to enable banks to improve the quality of their
services and increase customer satisfaction, thus strengthening their position in the market.
The results of the study can be used to identify areas that can be improved in the services of
commercial banks and to provide better banking services according to the needs of

customers.

The dimensions of banking service quality consist of tangibility, prompt response, empathy,

security/assurance, and reliability/reliability.

Analyzing the dimensions of banking service quality and its impact on customer satisfaction
can help commercial banks identify strengths and weaknesses in their services, and improve

them to increase customer satisfaction and thus increase loyalty and trust. The results of the




study can also be used to develop new strategies to improve the quality of banking services

and better meet customer needs.

This requires providing a suitable environment for customers in terms of providing the
necessary support and continuous communication with them to understand their needs and
requirements. It also requires investing in technology, employing well-trained staff
specialized in providing high-quality banking services, and establishing long-term
relationships with customers. Commercial banks must also provide innovative and
diversified banking services to meet the changing needs of customers, and provide them with

appropriate financial solutions.

Moreover, the quality of banking service can be achieved by establishing long-term
relationships with customers and providing customized and innovative banking services that
meet their financial needs at every stage of their lives. This may include the provision of
financing, investment, insurance, electronic payments, online and mobile banking services,

and other modern banking services that meet the changing needs of customers.

The quality of banking service also requires compliance with ethical standards, laws and
regulations regulating the banking sector, and the provision of transparent and honest
information about banking services and associated costs. Commercial banks can achieve the
quality of banking service by applying various quality management systems, such as the ISO
9001 quality management system, which helps to improve the quality of banking service and

achieve customer satisfaction by improving operations and improving customer experience.

The study concluded that the most important dimension in terms of service quality for
commercial banks in the Riyadh region - Saudi Arabia is the reliability dimension,
followed by the sympathy dimension, tangibility, and the security dimension. While the
weakest dimension is the response dimension. Evidence was found indicating that there
is a positive and significant effect of all dimensions of banking service quality on
increasing customer satisfaction of commercial banks in the Riyadh region - Saudi

Arabia, and there is a strong and significant relationship between the quality of service
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provided to bank customers and customer satisfaction, and these results were obtained

using regression analysis.

Search terms: banking service quality, customer satisfaction, for the Kingdom of Saudi
Arabia, dimensions of banking service quality, clear quality, reliability, responsiveness,
attention, empathy, continuous improvement, customer relationship management, customer

experience, sustainability.
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In general, research in the field of banking service quality focuses on improving the

services provided to customers and increasing their satisfaction. Thus, understanding the

various dimensions of banking service quality that are activated in commercial banks can

help in identifying the factors that affect customer satisfaction and thus improve the quality

of banking service and increase customer satisfaction.
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This study aims to understand the impact of banking service quality and its dimensions on

customer satisfaction in commercial banking banks in Riyadh, Saudi Arabia.

The main question of the study revolves around the impact of banking service quality and its
dimensions on customer satisfaction, and the sub-questions explore the impact of each
dimension of banking service quality on customer satisfaction. The study is expected to
contribute to a better understanding of the needs and expectations of customers with regard
to the services of commercial banks, and to enable banks to improve the quality of their
services and increase customer satisfaction, thus strengthening their position in the market.
The results of the study can be used to identify areas that can be improved in the services of
commercial banks and to provide better banking services according to the needs of

customers.

The dimensions of banking service quality consist of tangibility, prompt response, empathy,

security/assurance, and reliability/reliability.

Analyzing the dimensions of banking service quality and its impact on customer satisfaction
can help commercial banks identify strengths and weaknesses in their services, and improve
them to increase customer satisfaction and thus increase loyalty and trust. The results of the
study can also be used to develop new strategies to improve the quality of banking services

and better meet customer needs.

This requires providing a suitable environment for customers in terms of providing the
necessary support and continuous communication with them to understand their needs and
requirements. It also requires investing in technology, employing well-trained staff
specialized in providing high-quality banking services, and establishing long-term
relationships with customers. Commercial banks must also provide innovative and
diversified banking services to meet the changing needs of customers, and provide them with

appropriate financial solutions.
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Moreover, the quality of banking service can be achieved by establishing long-term
relationships with customers and providing customized and innovative banking services that
meet their financial needs at every stage of their lives. This may include the provision of
financing, investment, insurance, electronic payments, online and mobile banking services,

and other modern banking services that meet the changing needs of customers.

The quality of banking service also requires compliance with ethical standards, laws and
regulations regulating the banking sector, and the provision of transparent and honest
information about banking services and associated costs. Commercial banks can achieve the
quality of banking service by applying various quality management systems, such as the ISO
9001 quality management system, which helps to improve the quality of banking service and

achieve customer satisfaction by improving operations and improving customer experience.

The study concluded that the most important dimension in terms of service quality for
commercial banks in the Riyadh region - Saudi Arabia is the reliability dimension,
followed by the sympathy dimension, tangibility, and the security dimension. While the
weakest dimension is the response dimension. Evidence was found indicating that there
is a positive and significant effect of all dimensions of banking service quality on
increasing customer satisfaction of commercial banks in the Riyadh region - Saudi
Arabia, and there is a strong and significant relationship between the quality of service
provided to bank customers and customer satisfaction, and these results were obtained

using regression analysis.

Search terms: banking service quality, customer satisfaction, for the Kingdom of Saudi
Arabia, dimensions of banking service quality, clear quality, reliability, responsiveness,
attention, empathy, continuous improvement, customer relationship management, customer

experience, sustainability.
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