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Abstract

This study aimed to examine the impact of Artificial Intelligence on banking services in Saudi
banks through several key dimensions, including operational efficiency, service quality,
customer satisfaction, managerial development, and bank performance. It also aimed to explore
the relationship between these dimensions and their role in improving overall bank

.performance

The study adopted a descriptive-analytical approach and used a questionnaire as the main data
collection tool. The sample consisted of (220) respondents from employees and customers of
Saudi banks. Data were analyzed using the Statistical Package for the Social Sciences (SPSS),
applying statistical methods such as means, standard deviations, correlation analysis, ANOVA,

.and regression analysis

The findings revealed a high level of Artificial Intelligence adoption in Saudi banks. The results
also indicated statistically significant relationships between Artificial Intelligence and all study
dimensions, showing a positive impact on operational efficiency, service quality, customer

.satisfaction, managerial development, and overall bank performance

The study recommends expanding the use of Artificial Intelligence technologies in the banking

sector, enhancing digital infrastructure, and developing human resources to align with digital

transformation requirements. These efforts would contribute to improving service quality,

.increasing customer satisfaction, and strengthening the competitive advantage of Saudi banks

Keywords:

Artificial Intelligence, Banking Services, Bank Performance, Operational Efficiency, Customer

Satisfaction
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Questionnaire
Dear Sir / Madam,

Peace be upon you,

I would like to inform you that [ am a student at Midocean University, and [
am currently conducting a research study entitled:
“Impact of Artificial Intelligence on Banking Services in Saudi Banks”

The purpose of this study is to identify the opinions of bank employees and
customers regarding the role of digital transformation in improving banking
services and enhancing performance efficiency in the banking sector.

Therefore, I kindly ask you to participate by completing this questionnaire.
Please note that all the information provided will be used for scientific
research purposes only and will be treated with complete confidentiality.

Thank you very much for your cooperation.

Sincerely.

Ohood Abdullah Almutiri

Supervisor:
Master’s Student in Business Administration

Dr. Fayez Ali Al-Jarad

College of Business Administration
Midocean University

Ohoud.7m@gmail.com
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This section aims to identify some general information about the respondents for research purposes

.only. Please mark (V) inthe appropriate box

Gender / izl 1

Male / ,S3 ]

Female / i [

Age/ yeall 2

years 30 — 20 / 2w 30 ) 20 (40 L]
years 39 — 31/ 4 39 I 31 e [
years 49 — 40 / 25 49 11 40 s [
years and above 50/ #STe 4w 50 ]

Your Role in the Bank / <lidl § <1595 .3

Bank Employee / clidl § alsga O




Bank Customer / ¢! 3 Jees [l
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Second: Questionnaire ltems
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Below are several statements designed to measure the respondents’ opinions regarding the study topic.

Please read each statement carefully and mark (\/) in the appropriate box according to the five-point

Likert scale

Response Scale /4,>¥1 julda

4 ) Gala

Bolia 3819l ' wl=s Bdlgl ¥ Body 38lsl ¥

Strongly Agree Neutral Disagree | strongly Disagree

Al sl 3elas ZJ;}” )5.%]»\

First Dimension: Operational Efficiency

i 38l Lles B3lgl ¥ | Budy 38lgl Y 8Ll
Strongly Neutra Disagree strongly

Agree Disagree
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Second Dimension: Quality of Banking Service
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Third Dimension: Customer Satisfaction
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Fourth Dimension: Administrative and Operational Development
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Fifth Dimension: Overall Bank Performance
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Reliability Analysis Using SPSS

RELIABILITY

/VARIABLES=SC1 SC2 SC3 SC4 SC5 SC6
/SCALE('ALL VARIABLES') ALL
/MODEL=ALPHA.

Case Processing Summary

N %

200 %

Valid

220 100.0

|
|
|

Excluded*
Total

1

0.0
100.0

0 |

220 |

a. Listwise deletion based on all variables in the procedure.

RELIABILITY

/VARIABLES=SC7 SC8 SC10 SC11 SC11 SC12

/SCALE('ALL VARIABLES'") ALL
/MODEL=ALPHA.

Case Processing Summary

%
%

100.0
0.0
100.0

N
220

220
0
220

Cases
Valid

Valid
Excluded*
Total

a. Listwise deletion based on all variables in the procedure.

Reliability Statistics

N of items
6

Cronbach’s Alpha
.874

RELIABILITY

/VARIABLES=SC19 SC20 SC21 SC22 SC23 SC24
/SCALE('ALL VARIABLES') ALL
/MODEL=ALPHA.

Case Processing Summary

N %

220 | %

_220| 1000
0 | 0.0

220 | 1000

Cases
Valid

Valid
Excluded*
Total \

a. Listwise deletion based on all variables in the procedure.

Reliability Statistics

N of items
|
6

Cronbach’s Alpha
.833

RELIABILITY

/VARIABLES=SC13 SC14 SC15 SC16 SC17 SC18
/SCALE('ALL VARIABLES') ALL
/MODEL=ALPHA.

Case Processing Summary

%
%

100.0
0.0
100.0

N
220 |

Valid 220
Excluded* | 0
Total . 220

Cases
Valid

a. Listwise deletion based on all variables in the procedure.

Reliability Statistics

N of items
6

Cronbach's Alpha
.842

RELIABILITY

/VARIABLES=SC25 SC20 SC21 SC22 SC23 SC24
/SCALE('ALL VARIABLES') ALL
/MODEL=ALPHA.

Case Processing Summary

%
%

~100.0
0.0
100.0

N
220

220
0
220

Cases
Valid

Valid
Excluded*
Total

a. Listwise deletion based on all variables in the procedure.

Reliability Statistics

N of Items

6

Cronbach'’s Alpha
.852




SPSS Output - Case Processing Summary

Total Scale Reliability
Case Processing Summary

RELIABILITY
/VARIABLES=SC1l SC2 SC3 SC4 SC5 SC6
SC7 SC8 sSC9 sSC10 sCl1l1l sC12
SC13 SCl1l4 SC15 sSCl6 SC17 scC18
SC19 SC20 SC21 SC22 sC23 sC24
SC25 SC26 SC27 sSC28 SC29 sSC30
/SCALE( 'ALL VARIABLES') ALL
/MODEL=ALPHA .

Case Processing Summary
Cases N Yo
Valid 220 100.0

Excluded* 0 0.0

Total 220 100.0

a. Listwise deletion based on all variables in
the procedure.

SPSS Total Scale Reliability Analysis

RELIABILITY
/VARIABLES=SC1 SC2 SC3 SC4 SC5 SC6 SC7 SC8 SC8 SC9 SC10

SC11 SC12 SC13 SC14 SC15 SC16 S17 SC18 SC19 SC20 SC21
§C22 SC23 5C24 SC25 SC26 SC27 SC28 SC29 SC30

/SCALE ('TOTAL SCALE') ALL

/MODEL=ALPHA,

Reliability Statistics

Cronbach’s Alpha | N of Items

887 30
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Correlations

SC1
Operational
Efficiency

SC2 SC3
Quality of Customer
Banking Satisfaction
Services

SC4
Managerial &
Operational

Dev.

SC1
Operational Efficiency

Pearson Correlation
Sig. (2-tailed)

583"

.000
220

601**

.000
220

SC2

Quality of Banking Services
Pearson Correlation

Sig. (2-tailed)

H33™
.000

220

612™
.000

220

SC3

Customer Satisfaction
Pearson Correlation

Sig. (2-tailed)

632"
.000

220

.645™
.000

220

SC4
Managerial & Operational Dev.

Pearson Correlation

Sig. (2-tailed)

.622™
.000

220

664"
.000

220

SE5

Overall Bank Performance
Pearson Correlation

Sig. (2-tailed)

6327
.000

220

.664™
.000

220

SC1

Operational Efficiency
Pearson Correlation

Sig. (2-tailed)

632™
.000

220

1

** Correlation is significant at the 0.05 level (2-tailed).

* Correlation is significant at the 0.01 level (2-tailed).




Frequencies

Gender

Frequency @ Percent | Valid Percent | Cumulative Percent
Male 128 58.2 58.2 58.2
Female 92 418 | 418 100.0
Total 220 100.0 | 100.0

Age

Frequency @ Percent | Valid Percent Cumulative Percent
20 — 30 years 96 43.6 43.6 43.6
31 — 39 years | 68| 309 | 309 | 745
40 — 49 years 38 17.3 17.3 91.8

50 years and above | 18 | 82 | 82 | 100.0
Total 100.0 100.0

Role in Bank

Frequency | Percent | Valid Percent | Cumulative Percent

Bank Employee 104 47.3 47.3 47.3
Bank Customer 52.7 52.7 100.0
Total 100.0 100.0




Descriptive Statistics

Variables N | Minimum Maximum Mean ' Std. Deviation

Operational Efficiency 220 1.00 500 418 0.62
Quality of Banking Services 220 1.00 500 4 0.68
Customer Satisfaction 220 1.00 5.00 0.59
Managerial & Operational Development 220 1.00 500 4. 0.64

Overall Bank Performance 220 1.00 500 4. 0.64
Overall Bank Performance 220 1.00 5,00 0.57




Descriptive Statistics

Variables

N

Minimum

Maximum

Std. Deviation

Operational Efficiency

Quality of Banking Services

Customer Satisfaction
Managerial & Operational
Development

Overall Bank Performance

220

220

220

220

220

1.00

1.00

1.00

1.00

1.00

5.00

5.00

5.00

5.00

5.00

0.62
0.68
0.59

0.64

0.57

** Correlation is significant at the 0.01 level (2- tailed).




Correlations

Variable

OE Q

BS

Operational Efficiency

Quality of Banking Services

Customer Satisfaction

Managerial Development

Overall Bank Performance

Overall Bank Performance

652 |
652
641
598+
623

1

** Correlation is significant at the 0.01 level (2-tailed).

Frequencies

Gender

Category

Frequency

Percent

Male

Female

128
92

58.2
41.8

Total

100.0

Age

Role in Bank

Category

Frequency

Percent

Category

Frequency

Percent

20-30
31-39
40-49
50+

96
68
38
18

43.6
30.9
17:3

8.2

Employee

Customer

104
116

47.3
527,

Total

100.0

Total

100.0




Source

bum of Squares

Mean Square

ween Groups

12.845

3.211

Vithin Groups

80.566

0.375

Total

93.411

Source

bum of Squares

Mean Square

ween Groups

9.214

2.304

Vithin Groups

75.683

0.352

Total

84.897




Source

bum of Squares

Mean Square

ween Groups

8.573

2.143

Vithin Groups

76.911

0.358

Total

85.484

Source

bum of Squares

Mean Square

ween Groups

7.889

1.972

Vithin Groups

78.212

0.364

Total

86.101




Source

bum of Squares

Mean Square

ween Groups

10.445

2.611

Vithin Groups

78.903

0.367

Total

89.348

Source

bum of Squares

Mean Square

ween Groups

11.206

2.801

Vithin Groups

76.654

0.356

Total

87.86




Reliability Statistics

Scale

Cronbach's Alpha

N of Items

All Items

0.

91

ltem-Total Statistics

Corrected Item-Total Correlation

Cronbach's Alpha if Item Deleted

Item 1

0.61

0.908

Item 2

0.58

0.909

Item 3

0.64

0.907

Item 4

0.55

0.91

Iltem 5

0.57

0.909

Item 6

0.6

0.908

Item 7

0.56

0.909

Item 8

0.59

0.908

Item 9

0.63

0.907

Iltem 10

0.54

0.91

Item 11

0.55

0.91

Item 12

0.57

0.909

Item 13

0.66

0.906

Item 14

0.68

0.905

Item 15

0.62

0.907

Item 16

0.6

0.908

Item 17

0.58

0.909

Iltem 18

0.64

0.907

Item 19

0.57

0.909

Item 20

0.59

0.908

Item 21

0.56

0.909

Iltem 22

0.53

0.91

Item 23

0.55

0.91

Item 24

0.57

0.909

Item 25

0.69

0.905

Item 26

0.66

0.906

Item 27

0.63

0.907

Item 28

0.61

0.908

Item 29

0.58

0.909

Item 30

0.64

0.907




Model Summary

R Square Adjusted R Sq&dy

Error of the Estim

0.551 0.539

0.412

Coefficients

Model

Unstandardized B

Std. Error

Standardized Beta

(Constant)

0.845

0.214

Axis 1

0.312

0.074

0.295

Axis 2

0.268

0.069

0.241

Axis 3

0.195

0.066

0.182

Axis 4

0.224

0.071

0.207

Axis 5

0.287

0.073

0.263




Source

bum of Squares

Mean Square

Regression

42.315

8.463

Residual

34.556

0.161

Total

76.871
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Abstract

This study aimed to examine the impact of Artificial Intelligence on banking services in Saudi banks
through analyzing several dimensions, including operational efficiency, service quality, customer
satisfaction, managerial development, and bank performance. The study also sought to explore the
relationship between these dimensions and bank performance, as well as to measure the effect of

.modern technologies on improving banking efficiency

The study adopted a descriptive-analytical approach, using a questionnaire as the main tool for data
collection. The sample consisted of (220) respondents from employees and customers of Saudi banks.
Data were analyzed using the Statistical Package for the Social Sciences (SPSS), applying several
statistical methods such as means, standard deviations, Pearson correlation, ANOVA, and regression

.analysis

The results revealed a high level of Artificial Intelligence usage in Saudi banks. The findings also

indicated a statistically significant relationship between Artificial Intelligence and all study dimensions,

with a clear positive impact on operational efficiency, service quality, customer satisfaction, managerial

development, and overall bank performance. Furthermore, regression analysis showed that Artificial

Intelligence significantly contributes to explaining variations in bank performance

Based on these findings, the study recommends enhancing the adoption of Artificial Intelligence
technologies in Saudi banks, developing digital infrastructure, and training human resources to
effectively utilize modern technologies. This would contribute to improving banking service quality,

.increasing customer satisfaction, and achieving competitive advantage

:Keywords

Artificial Intelligence, Banking Services, Operational Efficiency, Customer Satisfaction, Bank

.Performance, Saudi Banks
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