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Abstract

This study aimed to analyze the impact of innovation in banking services, with its four
dimensions (product innovation, technological innovation, service channel innovation, and
customer experience innovation), on customer loyalty in digital banks in Saudi Arabia. The
study adopted the descriptive-analytical approach, utilizing an electronic questionnaire as the
primary data collection instrument. The questionnaire was distributed to a convenience
sample of customers of Saudi digital banks licensed by the Saudi Central Bank (SAMA),
yielding (386) valid responses for analysis. Data were analyzed using the Statistical Package
for Social Sciences (SPSS) version 26, employing various descriptive and inferential statistical
methods, including means, standard deviations, Pearson correlation coefficient, and simple
and multiple linear regression analysis.

The results revealed that the level of innovation in banking services among Saudi
digital banks was high, with an overall mean of (4.04). Technological innovation ranked first
with a mean of (4.16), followed by service channel innovation (4.03), product innovation
(4.02), and customer experience innovation (3.95). Customer loyalty was also high, with a
mean of (3.94).

Hypothesis testing confirmed a statistically significant impact at (0(<0.05) of
innovation in banking services, collectively, on customer loyalty, with a coefficient of
determination (R2 = 0.717), indicating that the innovation dimensions collectively explain
(71.7%) of the variance in customer loyalty. Each dimension individually demonstrated a
significant impact on customer loyalty, with technological innovation having the strongest
effect (62.3%), followed by customer experience innovation (58.1%), product innovation
(54.9%), and service channel innovation (48.7%).

Based on these findings, the study recommended that digital banks invest in artificial
intelligence and machine learning technologies to develop smart banking services, enhance
customer experience personalization, develop innovative financial products that meet diverse
customer needs, improve integration among service delivery channels, and create innovative
and attractive loyalty programs.

Keywords: Banking Services Innovation, Technological Innovation, Customer Experience,

Customer Loyalty, Digital Banks, Saudi Arabia.
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