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Abstract

The use of mobile banking services is one of the significant technological transformations in the
banking sector, as customers can make banking transactions quickly and easily using their
smartphones. This study aims to explore the impact of these services on e-customer satisfaction in
Saudi commercial banks, and to analyze the impact of these services on customer experience. The data

was collected through a questionnaire distributed to 150 customers who regularly use mobile banking
apps.

The study focused on several factors that affect customer satisfaction, such as ease of use, security, and
speed of transaction execution, as well as the technical challenges that customers may face while using
banking applications, such as frequent updates or technical breakdowns. Using a descriptive-analytical
approach, the results of surveys and personal interviews were analyzed to identify the most important

factors that contribute to improving the customer's experience with mobile banking.

The study showed that banking apps contribute significantly to improving the customer experience, as
it proved the importance of ease of use in enhancing customer satisfaction, in addition to security is a
key factor in building trust in mobile banking transactions. The study also showed that the speed of
transactions has a positive impact on customer satisfaction, despite some delays that may sometimes
occur. On the other hand, technical challenges such as application crashes have been shown to need to
be improved to ensure the stability of systems and provide a problem-free banking experience for

customers.

Through this study, it was emphasized that banks continue to improve their banking applications to

ensure customer convenience and enhance their continuous satisfaction.
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