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The Impact of Digital Customer Experience Quality on Customer
Satisfaction: An Applied Study on Al Rajhi Bank in the Kingdom of
Saudi Arabia
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Digital banking services have become an essential part of daily life.
Customers increasingly rely on banking applications and electronic
channels to complete most financial transactions without visiting bank
branches. Consequently, banks have focused on improving their digital
services by providing fast, secure, and user-friendly platforms that reduce
customers’ time and effort while enhancing service quality (Al Rajhi Bank,
2024).

Digital customer experience refers to all interactions customers have while
using digital banking services, including application usability, transaction
speed, information security, accessibility of services, and the quality of
technical support. A positive digital experience contributes significantly to
higher customer satisfaction and encourages customers to continue using

banking services (Kotler & Keller, 2016).

Al Rajhi Bank is one of the largest banks in Saudi Arabia and offers a wide
range of digital banking services through its mobile application, self-
service channels, and online banking platforms. In recent years, the bank
has invested heavily in digital transformation to improve customer

experience and increase customer satisfaction (Al Rajhi Bank, 2024).

Customer satisfaction plays an important role in the success of banking
institutions. Satisfied customers are more likely to continue dealing with
the bank, recommend its services to others, and develop long-term
relationships. Therefore, improving digital customer experience has

become a major priority in the banking sector (Lemon & Verhoef, 2016).

Accordingly, this study aims to examine the impact of digital customer
experience quality on customer satisfaction at Al Rajhi Bank and to identify
how improvements in digital services influence customers’ overall

satisfaction.
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The Saudi banking sector has experienced significant growth in digital
services in recent years. Banking applications and electronic channels
have become essential tools for customers to complete their daily
transactions. However, customer satisfaction depends not only on the
availability of digital services but also on the quality of the customer’s
digital experience, including ease of use, transaction speed, security, and
electronic support (Al Rajhi Bank, 2024). Therefore, there is a need to
examine the impact of digital customer experience quality on customer
satisfaction at Al Rajhi Bank to support the continuous improvement of

digital banking services.
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The importance of this study comes from the growing interest in digital
transformation within the banking sector and the role of digital customer
experience in improving customer satisfaction. The findings may provide
useful information for enhancing digital banking services at Al Rajhi Bank,
leading to a better customer experience and higher satisfaction levels. In
addition, this study may serve as a reference for future researchers

interested in similar topics.
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