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Abstract

This study aimed to examine the level of customer service employees’ performance
in Saudi banks and to assess the brand image as perceived by customers. It also sought to
analyze the relationship between employee performance and brand image, as well as to
identify differences in customer evaluations based on demographic variables. The study
employed the descriptive survey method as the most appropriate approach for field
studies designed to describe phenomena and measure individual attitudes. A questionnaire
was used as the primary tool for data collection. The study was applied to a sample of
(100) customers from various Saudi banks, selected to represent different customer
segments.

The results revealed that the performance level of customer service employees was
high, and that the overall brand image perceived by customers was positive. Pearson
correlation results indicated a statistically significant positive relationship between
employee performance and brand image, suggesting that improving service quality
clearly contributes to strengthening the bank’s brand perception. Furthermore, the
findings showed statistically significant differences in employee performance evaluations
based on gender, age, bank type, and duration of customer relationship, reflecting
variations in customer expectations and experiences across demographic groups.

Based on the findings, the study recommended the importance of continuous training
for customer service employees, developing performance evaluation systems based on
customer feedback, focusing on long-term customer experience, investing in modern
digital services, and strengthening the bank’s communication and visual identity to

enhance its brand image and increase customer trust.

Keywords: Customer service employee performance; brand image; branding; Saudi

banks; customer satisfaction; service quality.
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