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Abstract

The study aimed to identify the impact of banking service quality on customer satisfaction
through an applied study on Bank AlJazira in Riyadh. It focused on the dimensions of service
quality represented by reliability, responsiveness, security, and tangibility, in addition to
measuring the level of customer satisfaction, loyalty, and continued dealing with the bank. The
study adopted the descriptive analytical approach, and the questionnaire was used as the main
tool for collecting data from a sample of (80) customers of Bank AlJazira in Riyadh. The data
were analyzed using SPSS through frequencies and percentages, arithmetic means and standard

deviations, Cronbach’s Alpha reliability coefficient, and simple linear regression analysis.

The study found that the level of banking service quality was good from the perspective of the
sample members, and that the levels of customer satisfaction and loyalty were generally
positive. The results of Cronbach’s Alpha also indicated that the study instrument had a good
degree of reliability. As for the hypothesis testing results, they showed that there was no
statistically significant effect of the dimensions of banking service quality on customer
satisfaction when each dimension was tested separately. The study recommended developing
banking service quality in a comprehensive manner, with emphasis on improving
responsiveness, enhancing electronic services, strengthening security, and measuring customer

satisfaction periodically.

Keywords: banking service quality, customer satisfaction, customer loyalty, Bank AlJazira.
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