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Abstract

The study aimed to investigate the impact of improving customer service quality, with
its dimensions (reliability, assurance, responsiveness, tangibility, and empathy), on
institutional performance at Riyad Bank. The descriptive-analytical approach was used, and
the study population consisted of employees and customers of Riyad Bank. The study sample
included 360 individuals who responded to the electronic questionnaire. The SPSS program

was used for data analysis.

The study results indicated a statistically significant impact of customer service
quality, with its dimensions (reliability, assurance, responsiveness, tangibility, and empathy),

on institutional performance at Riyad Bank.

The study recommended the necessity of maintaining the distinguished level of
customer service quality at Riyad Bank by providing an appropriate work environment that
ensures this, and maintaining the distinguished level of institutional performance at Riyad

Bank by providing all the capabilities and requirements that contribute to achieving this.

Keywords: Customer Service Quality - Institutional Performance - Riyad Bank.
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