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Summary of the study in English
Note:

The global economy has witnessed important developments resulting from
various indicators, the most important of which is that private technology is
related to remote communication institutions, and among the most
prominent things that technology has brought about in the winter months and
various fields, and among the most prominent banks that have witnessed a
war of style and a field of fire in recent years. Banks on electronic devices

for the best specialized and advanced Internet services (Fadila, Y+, V).

© Marketing activity as a function represents the basis and work of
organizations wishing to maintain their market position by allocating large
amounts of money to perform marketing activities on the Internet because
these activities give great results compared to traditional activities, which
gave this type the term electronic marketing, and thus electronic marketing
for banking services. It is an application of a wide range of information
technology with the aim of reshaping marketing strategies to increase the
benefits that customers obtain through effective segmentation of the market
and developing an effective electronic marketing mix that increases the
efficiency of the commercial bank and builds good relationships with
customers in addition to that Improving the quality of banking services is a
basic condition for the sustainability of the banking system. Quality is
providing the service in the manner designed for it without any deviations
provided that it has been well prepared to meet the needs, desires and
expectations of customers. Therefore, the quality of banking services is the
usability or suitability for use, conformity to specifications and achieving

v



outstanding performance to achieve Competitive quality by providing the
best offers for it (Souli, Y+ 9).

The study Problem:

In light of the exceptional developments that many countries of the
world are going through during this period of instability, and despite the
strenuous efforts that have been made and are still being made at more than
one level in the banking institution to keep pace with the rapid technological
development, and through the repeated visits of researchers to many banks
in the city of Riyadh, and as we are a customer of these banks and we have
many banking transactions with them, and also through some personal
interviews with some of the employees of these banks, we noticed that there
Is a decline in the quality of banking services. Among these reasons may be
a deficiency in the extent to which the role of electronic marketing
contributes and activates in the required manner in raising the level of
quality of banking services. It has also become clear that these banks suffer
from some problems that stand in the way of using and applying electronic
marketing, despite their serious and continuous attempts to keep up with it
and apply it. The application of this concept requires certain requirements
such as qualified human resources, continuous training, and an information
base, which is reflected in the quality of banking services provided by these
banks. This is what many studies have recommended, such as the study by
Hawwas (Y+Y)) about the necessity of paying more attention to the
requirements of electronic marketing, as they greatly affect the dimensions
of the quality of banking services, as well as the study of Al-Mutairi (Y+Y+),
which recommended the necessity of striving to develop electronic
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marketing methods and develop Internet programs, while linking plans

Training on the results of electronic marketing in banks.
Study questions:
The main question is:

- Is there a statistically significant relationship between the e-marketing axis

and its dimensions and the service quality axis under study?
Several sub-questions branch out from the main question:

V. Is there a statistically significant relationship between the e-marketing
dimension and the tangibility dimension in improving the quality of service

in Saudi commercial banks?

Y. Is there a statistically significant relationship between the electronic
marketing axis and its dimensions and the guarantee dimension in improving

the quality of service in Saudi commercial banks?

Y. Is there a statistically significant relationship between the electronic
marketing axis and its dimensions and the reliability dimension in improving

the quality of service in Saudi commercial banks?
The importance of studying :
First: The theoretical importance:

» Saudi commercial banks keep pace with international standards imposed
by the global banking arena and international institutions to improve

banking work.
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* The study is a response to research recommendations regarding the

necessity of benefiting from electronic marketing in commercial banks.

* This study is in line with Vision Y+ Y+, which aims to develop the financial

sector in Saudi society.

* The scarcity of studies - within the researcher’s knowledge - that addressed
the relationship between electronic marketing and the quality of services in

commercial banks within the Kingdom of Saudi Arabia.

* This research may open the way for researchers to conduct other studies
related to the topic, and support the impact of electronic marketing on

improving the quality of service in Saudi commercial banks.
Second: Practical importance:

* The attention of the Saudi Ministry of Finance may be directed to
expanding work in electronic marketing and in line with the Kingdom’s

Vision Y Y,

* In addition to the possibility of searching for different methods and
knowing the basic points that customers search for and prefer to have in
banks so that the latter can provide them and present them to them on the

Internet to ensure their quality.

* The importance of this study emerges from the role adopted by marketing
departments in Saudi commercial banks, whether public or private, to ensure
the success of their work and achieve their marketing goals, through the use

of the Internet to provide services in a distinctive manner.



 This importance also lies in helping commercial banks to gain customers’
attention and attract them to deal with them, through their awareness of the

Impact of electronic marketing on the quality of banking services.
Objectives of the study:

V. Revealing the nature of the relationship between the e-marketing axis and

its dimensions and the service quality axis under study.

Y. Identify the nature of the relationship between the axis of electronic
marketing and its dimensions and the dimension of tangibility in improving

the quality of service in Saudi commercial banks.

Y. Revealing the relationship between the electronic marketing axis and its
dimensions and the guarantee dimension in improving the quality of service

in Saudi commercial banks.

¢. Identify the relationship between the electronic marketing axis and its
dimensions and the reliability dimension in improving the quality of service

in Saudi commercial banks.
The limits of the study:

Objective limitations: The subject of the study was limited to the impact of

electronic marketing on the quality of services in Saudi commercial banks.

Spatial boundaries: This study was limited to Saudi commercial Nabuk in
the city of Riyadh.

Time limits: This study was limited to the second semester of the year Y¢¢o
AH/YY¢ AD.



Methodological procedures for the study
Study Methodology:

The study used the descriptive analytical method, which provides detailed
data from the actual reality of the phenomenon or subject of the study.
Therefore, the research methodology in this study is based on describing and

analyzing the research variables.
Study population:

The study population includes all customers of commercial banks in
Riyadh, Kingdom of Saudi Arabia.

The study sample:

The study population consists of a random sample of customers of Saudi
commercial banks in the city of Riyadh, as they constitute the general

framework of the community from which the sample was selected.
Study tools:

After reviewing the educational literature and previous studies related to the
research topic and in accordance with the procedural research definitions,

the research tool was built, which is (the questionnaire).
Statistical analysis and processing tools:

The researchers transcribed the responses to the questions into data tables,
analyzed them, and drew conclusions by applying some of the statistical

methods included in the statistical software package for the social sciences.

Known for short as (SPSS), in addition to the following methods:
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V. Cronbach’s alpha coefficient to measure the stability of the questionnaire.

Y. Internal consistency coefficient to measure the validity of the
questionnaire.

Y. Descriptive statistics for the data by calculating some measures such as:
the arithmetic mean and the standard deviation

¢. Linear regression analysis.

Results:

V. There is a statistically significant effect at the significance level (+,*°)

between electronic marketing and service quality.

Y. There is a statistically significant effect at the significance level (+,*°)
between electronic marketing and tangibility related to the service quality

axis.

Y. There is a statistically significant effect at the significance level (+,*°)
between electronic marketing and warranty related to the service quality

axis.

¢. There is a statistically significant effect at the significance level (*,*°)
between electronic marketing and reliability related to the service quality

axis
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