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Abstract

This study aimed to examine the impact of expectation management within Agile
methodology on customer satisfaction, through an applied study in Saudi Arabia's
digital banking sector. The study adopted a descriptive-analytical approach based on a
field survey, collecting data through an electronic questionnaire from a sample of 384
respondents comprising internal stakeholders (business analysts, product owners,
customer experience managers, and project managers/Scrum masters) working in both
traditional commercial banks and digital-only banks that have adopted Agile
methodology.

Expectation management was measured across four sub-dimensions: scope clarity and
iterative delivery, communication quality, change management during sprints, and
customer involvement, drawing on the Expectation-Confirmation Theory as the

primary theoretical framework. Multiple regression analysis revealed that all four



dimensions had a statistically significant positive effect on customer satisfaction (R? =
0.397), with change management emerging as the strongest predictor (B = 0.389)
despite being the least applied dimension in practice. No statistically significant
differences in customer satisfaction were found based on bank type or the duration of

Agile adoption.

The study concludes that the quality of implementing expectation management
practices—particularly change management—is the most decisive factor in customer
satisfaction, rather than the type of institution or its tenure in adopting Agile. Practical
recommendations are offered for project managers and decision-makers in the Saudi

banking sector to improve these practices based on evidence-based priorities.

Keywords: Expectation management, Agile methodology, customer satisfaction,

banking sector, change management, Saudi Arabia.
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