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Abstract

In general, research in the field of banking service quality focuses on improving the
services provided to customers and increasing their satisfaction. Thus, understanding the
various dimensions of banking service quality that are activated in commercial banks can

help in identifying the factors that affect customer satisfaction and thus improve the quality

of banking service and increase customer satisfaction.

This study aims to understand the impact of banking service quality and its dimensions on

customer satisfaction in commercial banking banks in Riyadh, Saudi Arabia.

The main question of the study revolves around the impact of banking service quality and its
dimensions on customer satisfaction, and the sub-questions explore the impact of each
dimension of banking service quality on customer satisfaction. The study is expected to
contribute to a better understanding of the needs and expectations of customers with regard
to the services of commercial banks, and to enable banks to improve the quality of their
services and increase customer satisfaction, thus strengthening their position in the market.
The results of the study can be used to identify areas that can be improved in the services of
commercial banks and to provide better banking services according to the needs of

customers.

The dimensions of banking service quality consist of tangibility, prompt response, empathy,

security/assurance, and reliability/reliability.

Analyzing the dimensions of banking service quality and its impact on customer satisfaction
can help commercial banks identify strengths and weaknesses in their services, and improve

them to increase customer satisfaction and thus increase loyalty and trust. The results of the




study can also be used to develop new strategies to improve the quality of banking services

and better meet customer needs.

This requires providing a suitable environment for customers in terms of providing the
necessary support and continuous communication with them to understand their needs and
requirements. It also requires investing in technology, employing well-trained staff
specialized in providing high-quality banking services, and establishing long-term
relationships with customers. Commercial banks must also provide innovative and
diversified banking services to meet the changing needs of customers, and provide them with

appropriate financial solutions.

Moreover, the quality of banking service can be achieved by establishing long-term
relationships with customers and providing customized and innovative banking services that
meet their financial needs at every stage of their lives. This may include the provision of
financing, investment, insurance, electronic payments, online and mobile banking services,

and other modern banking services that meet the changing needs of customers.

The quality of banking service also requires compliance with ethical standards, laws and
regulations regulating the banking sector, and the provision of transparent and honest
information about banking services and associated costs. Commercial banks can achieve the
quality of banking service by applying various quality management systems, such as the ISO
9001 quality management system, which helps to improve the quality of banking service and

achieve customer satisfaction by improving operations and improving customer experience.

The study concluded that the most important dimension in terms of service quality for
commercial banks in the Riyadh region - Saudi Arabia is the reliability dimension,
followed by the sympathy dimension, tangibility, and the security dimension. While the
weakest dimension is the response dimension. Evidence was found indicating that there
is a positive and significant effect of all dimensions of banking service quality on
increasing customer satisfaction of commercial banks in the Riyadh region - Saudi

Arabia, and there is a strong and significant relationship between the quality of service
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provided to bank customers and customer satisfaction, and these results were obtained

using regression analysis.

Search terms: banking service quality, customer satisfaction, for the Kingdom of Saudi
Arabia, dimensions of banking service quality, clear quality, reliability, responsiveness,
attention, empathy, continuous improvement, customer relationship management, customer

experience, sustainability.
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In general, research in the field of banking service quality focuses on improving the

services provided to customers and increasing their satisfaction. Thus, understanding the

various dimensions of banking service quality that are activated in commercial banks can

help in identifying the factors that affect customer satisfaction and thus improve the quality

of banking service and increase customer satisfaction.
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This study aims to understand the impact of banking service quality and its dimensions on

customer satisfaction in commercial banking banks in Riyadh, Saudi Arabia.

The main question of the study revolves around the impact of banking service quality and its
dimensions on customer satisfaction, and the sub-questions explore the impact of each
dimension of banking service quality on customer satisfaction. The study is expected to
contribute to a better understanding of the needs and expectations of customers with regard
to the services of commercial banks, and to enable banks to improve the quality of their
services and increase customer satisfaction, thus strengthening their position in the market.
The results of the study can be used to identify areas that can be improved in the services of
commercial banks and to provide better banking services according to the needs of

customers.

The dimensions of banking service quality consist of tangibility, prompt response, empathy,

security/assurance, and reliability/reliability.

Analyzing the dimensions of banking service quality and its impact on customer satisfaction
can help commercial banks identify strengths and weaknesses in their services, and improve
them to increase customer satisfaction and thus increase loyalty and trust. The results of the
study can also be used to develop new strategies to improve the quality of banking services

and better meet customer needs.

This requires providing a suitable environment for customers in terms of providing the
necessary support and continuous communication with them to understand their needs and
requirements. It also requires investing in technology, employing well-trained staff
specialized in providing high-quality banking services, and establishing long-term
relationships with customers. Commercial banks must also provide innovative and
diversified banking services to meet the changing needs of customers, and provide them with

appropriate financial solutions.
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Moreover, the quality of banking service can be achieved by establishing long-term
relationships with customers and providing customized and innovative banking services that
meet their financial needs at every stage of their lives. This may include the provision of
financing, investment, insurance, electronic payments, online and mobile banking services,

and other modern banking services that meet the changing needs of customers.

The quality of banking service also requires compliance with ethical standards, laws and
regulations regulating the banking sector, and the provision of transparent and honest
information about banking services and associated costs. Commercial banks can achieve the
quality of banking service by applying various quality management systems, such as the ISO
9001 quality management system, which helps to improve the quality of banking service and

achieve customer satisfaction by improving operations and improving customer experience.

The study concluded that the most important dimension in terms of service quality for
commercial banks in the Riyadh region - Saudi Arabia is the reliability dimension,
followed by the sympathy dimension, tangibility, and the security dimension. While the
weakest dimension is the response dimension. Evidence was found indicating that there
is a positive and significant effect of all dimensions of banking service quality on
increasing customer satisfaction of commercial banks in the Riyadh region - Saudi
Arabia, and there is a strong and significant relationship between the quality of service
provided to bank customers and customer satisfaction, and these results were obtained

using regression analysis.

Search terms: banking service quality, customer satisfaction, for the Kingdom of Saudi
Arabia, dimensions of banking service quality, clear quality, reliability, responsiveness,
attention, empathy, continuous improvement, customer relationship management, customer

experience, sustainability.

ua.‘ﬁmﬂ- \

47




_eAL.'AJ 8L ) g e Dkaall dadiall Claadd) st e 4 jaall 4eadl) 2asa d\a.auﬁ&;.ﬂ\ B Y cel.c J<a
3aa3 e luy o S A jladll Cajliadd) A Ll oy ) Adlidall 4 jeaad) 4eadl) 30 ga dlaal agh )l ¢ Ml
c«juud\LAJEJQJJ%SM\MM\EJPMQJNMJcM\LAJch ‘)Ajﬁtﬁ_d\d..a\jd\

(8 Ayl 48 eadll & gidl e Deadl Liay e Walanl 5 48 jeaall Laaal) 53 5l agd ) Caagd Al jall o2a ()
O Lgman oy Al bl Jidasi 5 aaad JLlail) s ol pegiall A Jall addiosi o " 450 gl 4yl ASLaally (2ol )
dshaiall 8 LSl Cojladll £de e diee 115

Y il i s o Slaall Lia ) e Waalagl 5 8 jemall daxall s35a il Jon Al pall w1 3kl ) saaty
Juail agd 8 Al ol aalud O adgiall Gay eDleall Lia ) e 4 jeaall daadll 83 ga alal (e 2y JS i1 dge )
3L ) g Leiladd 30 ga Cpad e 8 )baall (St g o jladll G jlaal) chleads (3laty Lad ¢ Dlanl) Chlad 65 g culaliiay
& Lt (S il Blaliall aaad 8 Ful 5l il aladiu) Says (3 gl 8 LlSa 3 5ad ULy £ Dleall Lia

o Mandl colaliia (i g Juzadl 208 e cledd 0 63 5 4 yladll G jiadll cileda

Aoalaie VI/AE 6 sall 5 lacall/clal) 5 Calalaill g day ol AlataY) 5 A galall (g0 408 jeadl) daadl) 50 sa alayf (o 5<H

A 58 Lalatl) wans 8 4 Hlail) G jlaall ae by o (S oDl Lia ) e W 5l 5 48 paall 403l 33 gan laal Jula
Ayl el alasid Loal Sayy 4815 oY g0 8ol ) Ly eDlead) Liay 500 3 Lipun s clgiladd & Canuall
dmﬂ\d&uucvuud\ Glaliial :\.:\JLJ:\.:IQ‘).A.AA\ asaal) BJPU-LAA-JSJJJA Glaad) yial JJ)LJ

pgilallia s agilaliing agdl agza jaiuall Jual sill 5 2 33U acall 5 58 Cum (e o Deall AaiDla Ay 8 5 3 ailkaly
48 pae Gleadd i b Guaiadiep da JSG Gl b se Caala i g L gl S 8 LY Gl Gl LS
8 S 4 jae Giledd i Wyl 4y el Cojliad) ey oSlaall ae 21 Al gla clBdle oL 5 3 5all dlle

e Al A0l Jsladl 5 555 63 jaciall ¢ Sland) Cilaliia) 43l Ao giia

‘);\3_93‘9 ;M\@JAY\ :d.ujaklﬂﬁ)\.c ;Luu\ d)aw:\.:\a)..ad\ 4024l Sdpwﬂu\u&”‘ﬂi‘;sﬁjk‘g
Dbty Jadiy O (S s peilis Jal e e dla e IS (8 ALl agilaliia) (05 Sia g danadie 4 pae Ciladd
e e g oJhsall g i i) e dad ypeaall Cileaddl g dx g iKY Cile gdaadl g cpalill g Slaiia g b gl ciland

B_diall ¢ Dlaadl Cilaliia) ol 3l &aal) 44 jaall Cleadl

48




D5y o b ) g Uaill adaiall el slll 5yl sall 5 LENAY) julaally o) 5IY) Loayl 48 paal) La2s) 53 5a callaii g
Aaaall 53 sa (Baiad Ay ladll Ci jlaall (Sars oo ddasi yall CallSll 5 308 ymad) cledal) J sa A8obia 5 28laG Cila slas
Omand e aeluy 53 JSO 9001 52 sa) 3 51a) alkas Jle cddlisall 33 sall 3 )ly) dadail (gukai (3 yha (e 4 juadll

e Mandl 4y jad et s i) rnd OMA (e s eadl Lia ) (3a 5 4 uaall de2all 33 4a

Alaal) - (il )l ddhia & 4l G jlaal) o4 daadd) B35 Cua cpa Apaal JASY) 3l o)) ) A jal) cidaa g
A il ) Lady GlaY) d g oA galal) o ccdbalatl) dny 4ali cdgalaio V) / A8 6 gall dry 98 A3 graad) Ay o)
1S &b paall daddll Baga Al araad g sinay (alaa) U aga g ) add Aa o gfad) Al Alada) aay
O A pina g Ay o8 ABYS 252 99 A graal) Ay ad) Aslaal) - (2l ) Alkala (B 4y ladl) i jlaal) s3les L B3y

1Y) Jalad aladiady ilidl) sda o Jguaadl allg e Dland) L ) g i jlaall s3land datiall daadd) 3352

A peaal) endl 53 pm dal | A smad) Ay el ASLad) | e Slenll Liny A jeadll Gaddll 52 ga sdiad) clalhuas

i_\‘);j ,c—M\ &= CAlESR) EJ\JJ , ‘)A:\-A.MM u.\.maﬂ\ , alalaill , eMY\ R alaiay) , 4-:13)-\‘9.63‘ , 4.3.&4\)5\ Edj;j\
Cdalaiay) , ¢ sl

49



http://www.tcpdf.org

