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Abstract

This study aimed to investigate the impact of customer trust in bank employees, across its
four dimensions (professional competence, integrity, empathy, and effective communication),
on the personal loan acquisition decision in commercial banks in the city of Riyadh, Kingdom
of Saudi Arabia. The study adopted the descriptive-analytical approach, employing a
questionnaire as the primary tool for collecting primary data from a convenience sample of
(384) customers of commercial banks. The questionnaire consisted of (26) items distributed
across the independent variable with its four dimensions and the dependent variable related to
the personal loan acquisition decision, using a five-point Likert scale. Data were analyzed using
the Statistical Package for the Social Sciences (SPSS), through a range of techniques including
frequencies and percentages, means and standard deviations, correlation coefficients,
Cronbach’s alpha, and both simple and multiple regression analyses. The study concluded that
there is a statistically significant impact at the level of (0<0.05) of the combined dimensions of
customer trust in bank employees on the personal loan acquisition decision, as these dimensions
explained (70.9%) of the variance in the dependent variable. The integrity dimension ranked
first in terms of influence, followed by effective communication, then professional competence,
and finally empathy. The study recommended prioritizing the integrity dimension in employee
training programs, enhancing comprehensive disclosure of loan terms, developing training
programs in effective communication and emotional intelligence, and building a supportive
internal work environment that reflects on the quality of customer interaction.

Keywords: Customer Trust, Personal Loan Acquisition Decision, Commercial Banks,
Riyadh.

77



&bl
dapd) gaal

gy e daull) dplanll gl G pead) Gl I8 claase (2025) by ol GLom
0 229-207 (2)2 cdsded i deals dae el Cajladl cpldlall
https: //doi.org/10.64500/.v2i2.468

o dasall LA b5 Al goanll A 50 1(2023) Ldan copsd 5 cBnal ¢(panlily @

Cagad) dlaa " ol il daailly A Sy (il (o g phe gt ol Alla s 2l

e gasie 002 - 635 ¢ Iy 8me cdnuladlly Al sl
http://search.mandumah.com/Record/1408515

Spsial Cleansgall dagse sle ssell 3 Ll (2021) - pemia (ol 5 e lae chipen p ®

T aslall Alsa .2018-2015 85ll Alusally s Ainims Aasnsge Alls Ay sibauesiall

O 2 e 262 - 246 ¢ 2¢ Sz cAallally
http://search.mandumah.com/Record/1201481

— Liig iSIY) L pemall laril] 6 edleal) 38 e sigall Jalsell (2023). sale cmlla ¢ @
- iball (A — 1945 sl 8 dasls . (Bhia e o530 dagyhal) Difiadl aiall Ulla dus
https://dspace.univ—guelma.dz/jspui/handle/123456789/10572

Aailae b Akl gl gal L) e 58 3 8gall Jalgall L(2021) camad) LS5 Jlead)
C185-149  (2)7 Gl LY Ll deolal) dae (s
https://search.emarefa.net/detail/BIM-1428210

LY ) Lngal) (B L Y1 e 0ilis Jisall )8 .(2021) calla dena ¢ oaen
2 6ze cAzsmlaally LI aglall & Gagadl Alaa . (2020-2015) Jlass pane Al dudyo
http: //search.mandumah.com/Record/1258143 (s asjiss .249 - 235 «

.(2025) adla aeallie dsane cueallae 5o obg) Cpe) dane dl Gl Geall (g3 m
Slsall sy Ausg Y1 50 Jaseaslly Jonall ysal) < dagatl il 3831 3 Al aes o
Eigmall Dy Anals Al . lagud) — Alail AN — My Adaey dpeaall Slgaldl 8 Lyl

78



%) SN 27 - 1 ‘ 28¢ Jdma dalall

http: //search.mandumah.com/Record/1539863
5190 & dasall LA i (2024) e il 5 amall 5 cxe Spallue e (ghadl
AL Gl Bhall G b dmpaall Aaalall AN (e Al Liblad duly 13,4 Bl

e gajiea 492 — 475 ¢ 68 20ze cAalai@¥ly Ayl aglall cupS dlae
http://search.mandumah.com/Record/1580433

e llll Glase 1(2023) ol culyy comnll ne (@l caagaae Al aue Wl e
L 164-147  (2)9 Al obaBY/ dae ki & AEWN) ag gl

https://asjp.cerist.dz/en/article /224237
Glaxdll dnal il (2024) Ay caudy Al il Qb e aganay plhall (e
dloa Ladgal Jlagadl ibagl) Loy of dliy sdulatl) yill agiyy eSlasll Lia) o G yadl)
50-26  (23)3  cdilwilly Dt Gl el Suis Sk

https://doi.org/10.56793/pcra2213232
Lasgll jsall Ll e (yshalaty (3 Cayuaall Sl Slaall Llss alaasd L(2018) . alas ¢ slgidl

. 2040-2005 «(11)32 «(duilwiy/ ashel) GlaSU ~laill deals dlas Saall La)l
https://journals.najah.edu/media/journals/full_texts/2_ K8Tjot4.pdf

‘Zuj)..? - {_yJB_'L/’/ é/j.ujb UJJJJ/ 445 5..79)' 9;4 ;1::3)..4.4.// deas/ 59 g (2022) el ‘Lfdm
zln grald daals L (sdie & Hiale Aly) 4 CPA JBADR 3 AGB dsis 4ls

https://dspace.univ— 5l ¢ald)g

ouargla.dz/jspui/bitstream/123456789/34151/1 /mhamedi-snaa.pdf
poptlagall cadagll haaY) e dadanll A8 5 .(2023) caeas g 5 ¢ omme (oaind
Slad s daalay uedl agles Llaaly Lol aslell LS Jilige Ao dulas Ay

%) CA)L.M 412 - 393 ¢ 18 ,6C-A 6§)a.a1.uo 2\:1.31.;4:15\

http: //search.mandumah.com/Record/1386569

(S (2025) (wliL Ctuu cggﬁhﬂb ¢daas Uﬂ'ﬂ\ (‘;_1 c)l_'\.a".l‘g (L9 g B ‘(“\)@j‘
dlae Ll (@liin (5angly @lanall) ipan b L)l Lijaell iledl) ge slanl) Lin

79



. 498-481 «(2)1 «alas¥ls Coluyall Cialuff L
https://doi.org/10.64337/rgj.v1i2.100

dassge Ala Al thsssall dad o gl I8 51.(2023) L0 gl 5 cola) ¢ gy
(e gajie .65 = 46 ¢ de 1270 cJaally adanll dlae .2019-2002 553l Jlaa
http://search.mandumah.com/Record/1538283

dia¥) gyl

= Bada, A. B., & Karupiah, P. (2021). Interpersonal dimension of trust on
customer interaction in the banking sector. Cogent Social Sciences, 71),
1827525. https://doi.org/10.1080/23311886.2020.1827525

= Braganza, A., Chen, W., Canhoto, A., & Sap, S. (2021). Productive

employment and decent work: The impact of Al adoption on psychological
contracts, job engagement and employee trust. Journal of business research,
131, 485-494

= Chang, S., Tomy, R. E., & Wang, J. (2025). 7rust in banks and borrower
behavior: Evidence from supervisory actions and local information quality
(Working Paper). Becker Friedman Institute, University of Chicago.
https: //bfi.uchicago.edu/wp-content/uploads/2025/08 /SSRN 1 .pdf

= Chowdhury, H. J., Quaosar, G. M. A. A., Saba, N. A., & Rahman, M. A.
(2024). The mediating role of trust in shaping customer loyalty of bank:
Insights from a developing country perspective. Financial Markets,
Institutions and Risks, 54), 111-125.
https://doi.org/10.61093/fmir.8(4).111-125.2024

= Eva, T. P., Afroze, R., & Sarker, M. A. R. (2024). The impact of leadership,

communication, and teamwork practices on employee trust in the workplace.

Management dynamics in the knowledge economy, 12(3), 241-261.

80



Hagendorff, J., Lim, S., & Nguyen, D. D. (2023). Lender trust and bank loan
contracts. Management Science, 693); 1758-1779.
https://doi.org/10.1287/mnsc.2022.4371

Jabeen, R., & Rahim, N. (2021). Exploring the effects of despotic leadership
on employee engagement, employee trust and task performance.
Management Science Letters, 11(1), 223-232.

Karakasnaki, M., Katsouli, E., & Koukoufikis, G. (2023). Frontline employees'
performance in the financial services industry: The significance of trust,

empathy and consumer orientation. /nfernational Journal of Bank Marketing,

41(3), 527-546. https://doi.org/10.1108/lJBM-09-2021-0428

Men, L. R., Qin, Y. S., &Jin, J. (2022). Fostering employee trust via effective
supervisory communication during the COVID-19 pandemic: Through the
lens of motivating language theory. International Journal of Business
Communication, 59(2), 193-218.

Nofandrilla, N., Wijaya, I. F., & Setiaji, B. (2024). Does trust matter in lending
decisions? A systematic literature review and research agendas for future
studies.  /nfernational  Review  of  Economics,  72(1), 1-35.

https://doi.org/10.1007/s12232-024-00477-4

Subedi, K. D., & Joshi, A. (2025). Factors influencing customers' borrowing
decisions in commercial banks. Nepalese Journal of Management Research,
3, 47-56.
https://www.nepjol.info/index.php/njmgtres/article/download/75871/58229/
219159

81






MIDOCEAI

43lSyg 4 dan g aSule aMud)

Lo l) AT [ ansh) A
¢dang dpla doan

dagaill Ao Jouanll B o ciligall B AR S Guld Jen Ay ehab odialll s
Lagrad) Ll Alaal) A o) aal edas o duilaa A 1 addd)

Joeandl Jali cn ) g gumgas Alall el dodeall 5plly Gaalell ddjpeal) (o oSl Ll Tdaig
Sy el S DA e cindl Gl Aauliadl clastea) 5855 8 Baclually Osall e aSia
Ak dgay e dunlial) LAY e sl

gen o Lo a1 138 L83 3 aSaga 8 Aaalesall ppailly HSI) (i oS3 mad a3l
Cagasg canall 138 (el puad aadied o)y el e Jalains aSia Lgale Jsamnll dins ) i)
all ols o) LlaS) Jla Gl sda il oS35

alia¥ly pafil) 358 Jsus |gliadly

83



.30 — 40 ol
Sl 5 50 o 0

i [
oysSa [l

Ju, 15000 1) 8000 ¢ [

daaddd) il oYl

SO elaayl sl 1

Jals 4. 30 [ el 2
.40-50 O

st 0 oalall Jagall -3

sfale ]

1S JAA) Ggiua 4

Jb, 8000 ose i O

Ju, 25000 A Ju, 15000 ¢ O

84

st Ju, 025000




O] ) glaa Ll

Gualiall apal) 2 (V) BLE) g ¢ i) Caliga B Jaaad) AN 1Y) el B
tﬂ)‘,}h‘f

duigal) Belast)
cilaially 42180 djmal) i) Ciliga diiay
duadal) (g illy b paal
) Ldaad) Bally i) Caliga adaly

By Gag il clb dallaal
dalaial) Shladind oo il Ciliga cund
galss (383 IS el (2l
el Aiga Adla Bl i) Ciliga a3E)
oali®y) 8 Mas) 8
Al
G99 Ll bagpd ABS co iyl Caliga gk
Jgi L..gi slad)
s lgadlh Al 3geglly linl) Cilhga a3l
vl Ao paglll
O Adlany eSlanll AdIS e i) g Jalaiy
el
g cullh Y clatial i) Cilige g3 Y
Ly Gilaal (gaial Cag AL
alalal)

85



ksl ) alaal did) caliga sua

iy L)
Lllally dsadal) Ay b i) Ciliga 384
JAal) anali ie jLieV) s
Gl Jraldl 7 d b s i) Ciliga (g
Bafea 9o 4B )
wags Ll Aaliaa (L i) Ciliga i
Sad
Juadl) Jualsil
OF B daudly dad clidl) Caliga addicy
Bakral) Cilalhiaal)
IS Radiall cilaglaall dligl) Ciliga Al
Lglasind) Jgmsd
cBgl) B leadind did) Cilige cuaiey
analial)
B agh (e KW o i) Ciliga payy
&5l Jd ()Rl dag

86



Gualiall el 2 (V) BLE) pda ¢ padl] Gl Ao Jguand] S8 1 SEY ) gaall 0

tﬂ)‘,}h‘f

alfiaYly ) Galld aa

87

il Ga padtl) QA (e Jpuanl ]
auiligas & ()
SR A il Cilige pa Ao Baga JiSE
raddd) sl ol st
Ol By Js AL clasteall oo
ALY )8 Al Ja8
JLEA) 08 AAaal) dgidl (age o Ol
asial) dig)
Aol pdll £yl b i) Cilige Ablad i
Al qib alaily g)8
O ol LB MAS) we pltdayl el
il daa Jalasf (s4) i)
o Adlal) g b aae Glil) Ciliga ila i
wadll llay ()8
para Comdi 13 ) U8 (b il e
i) Caliga J8 (e ggsay
Ui i) Ciliga Lilatd Ao pgad
LY (S8 i A
ity (s i) e GREYL (o AY sl
dafjilly Bolasily ogikiga




Mid Ocean University
College of Management

|
MIDOCEAI\I
N NE RS Y |i

Department business administration

The Impact of Employee Trust on Personal
Financing Decisions: A Field Study on Customers of
a Bank in the Kingdom of Saudi Arabia

Prepared by:
adel Ageel Al-Juhani

253000056

Main supervisor/ Second supervisor/
Dr. Al-Faisal Abdelhamid Dr. Fayez Jarad

2026 — 1448


http://www.tcpdf.org

