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Abstract

This study aimed to examine the impact of applying digital quality standards on
customer satisfaction with digital channels at Al Rajhi Bank in Riyadh. The study
was motivated by the growing importance of digital transformation in the banking

sector and the increasing reliance of customers on digital banking channels such

MIDOCEAN

UUUUUU S\TYll



as mobile applications, websites, and self-service kiosks. In this context, the quality
of digital channels has become a key determinant of customer satisfaction and
continued engagement with banking services. A total of 450 questionnaires were
distributed to customers of Al Rajhi Bank in Riyadh, of which 402 valid
questionnaires were returned and analyzed, yielding an effective response rate of
89.3%. The findings indicated that the study instrument demonstrated high levels
of validity and reliability. Descriptive results further showed that all dimensions of
digital quality standards were rated at high levels, as was customer satisfaction.
The results of multiple linear regression analysis revealed a statistically significant
effect at the level of significance (a<0.05) of digital quality standards, in all their
dimensions, on customer satisfaction. The regression model explained a substantial
proportion of the variance in the dependent variable. In addition, usability emerged
as the most influential dimension, followed by security and privacy, responsiveness
and reliability, and finally digital performance efficiency. The study recommended
continuous enhancement of digital banking channels, strengthening security
features, improving responsiveness, and expanding the scope of digital services in

order to increase customer satisfaction and reinforce customer loyalty.

Keywords: Digital Quality, Customer Satisfaction, Digital Channels, Al Rajhi Bank,

Digital Transformation, Digital Banking Services.
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