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The impact of using artificial intelligence technologies on improving the
quality of banking services: an applied study on Alinma Bank in the
Kingdom of Saudi Arabia.
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Abstract

This study aims to examine the impact of using artificial intelligence technologies on improving
the quality of banking services, with an application to Alinma Bank in the Kingdom of Saudi
Arabia, in light of the increasing trend toward digital transformation in the banking sector. The
study adopted the descriptive analytical approach to analyze the relationship between artificial
intelligence technologies and the quality of banking services across its dimensions:
responsiveness, reliability, and effectiveness.

To achieve the objectives of the study, a questionnaire was designed and distributed to a sample
of (50) employees at Alinma Bank. The data were analyzed using appropriate statistical
methods to test the study hypotheses and measure the strength of the relationship between its
variables. The results revealed a statistically significant positive effect of artificial intelligence
technologies on improving the quality of banking services, where the correlation coefficient
reached (R = 0.863) and the coefficient of determination (R? = 0.745), indicating that a large
proportion of the variance in banking service quality can be explained by the use of these
technologies.

The findings also showed that artificial intelligence contributes to improving responsiveness,
enhancing service reliability by reducing errors, and increasing the effectiveness of banking
services, as well as improving customer experience. In light of these results, the study
recommends expanding the use of artificial intelligence technologies at Alinma Bank,
strengthening the technological infrastructure, investing in training human resources, and
developing smart customer service systems to enhance banking service quality and increase

customer satisfaction.

Keywords: Artificial Intelligence, Al Technologies, Banking Service Quality, Banking Sector.
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