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Abstract

This study aimed to measure the impact of digital experience quality, in its various
dimensions (ease of use, performance speed and responsiveness, security and
privacy, technical support, and integration between digital channels), on achieving
customer satisfaction at Al Rajhi Bank in the Kingdom of Saudi Arabia. The study
adopted the descriptive—analytical approach, using an electronic questionnaire as
a data collection tool, applied to a convenience sample of (400) customers who
use the bank’s digital banking services. Data were statistically analyzed using

SPSS software.
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The study reached several findings, most notably that the level of digital experience
quality at Al Rajhi Bank was high, with an overall mean of (4.11), while the level
of customer satisfaction was very high, with a mean of (4.28). The results also
proved a statistically significant impact relationship between all dimensions of digital
experience quality and customer satisfaction, as these dimensions collectively
explained (77.8%) of the variance in customer satisfaction. The security and
privacy dimension had the strongest impact, while technical support had the
weakest. The findings also revealed statistically significant differences attributed to
age and educational qualification, with no differences attributed to gender. The
study recommended developing the technical support system, enhancing the
technological infrastructure, and designing awareness programs targeting older and

less—educated groups to narrow the digital gap.

Keywords: Digital Experience Quality, Customer Satisfaction, Digital Banking

Services, Al Rajhi Bank, Digital Transformation.
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