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Abstract

This study examined the impact of electronic banking service development on the
reshaping of bank branches in Saudi Arabia. It assessed digital channel diversity, service
quality and ease of use, security and privacy, innovation and open banking, and channel
integration, and linked these dimensions to the reduction of routine in-branch
transactions, the advisory role of branches, changing employee roles, operational
efficiency, and omnichannel customer experience.

A descriptive-analytical mixed-method design was adopted. The analytical sample
comprised YYA branch employees and managers, ¢\ Y bank customers, and \ Y semi-
structured interviews with branch leaders and digital transformation specialists. Data
were analysed through descriptive statistics, reliability and validity tests, correlations,
multiple regression, mediation analysis, group-difference tests, and thematic content
analysis.

The findings indicated a high level of electronic banking development and a
substantial reshaping of branch roles. Channel integration emerged as the strongest
predictor, followed by service quality, channel diversity, innovation, and security.
Customer adoption of digital channels partially mediated the relationship. Qualitative
evidence showed that branches remain relevant but are shifting from transaction
processing towards advisory services, relationship management, complex problem
solving, and support for customers who need human assistance.

The study recommends a hybrid branch model, redesigned branch performance
indicators, continuous digital and advisory reskilling, data-driven branch network
planning, and inclusive service arrangements. A phased transformation roadmap for
Y.Y1-Y.Y. is proposed.

Keywords: Electronic banking, digital transformation, bank branches, open banking,

customer experience, omnichannel banking, Saudi banks.
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