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Abstract

This research aimed to determine the impact of the quality of electronic

banking services on customer satisfaction. In order to achieve the

research objective, the descriptive approach was used and a questionnaire

was designed consisting of four dimensions representing the independent

study variables (tangibility, reliability, security, responsiveness), and the

dependent variable (customer satisfaction). The study sample consisted of

(315) individuals from Al Rajhi Bank customers in the Kingdom of Saudi

Arabia. The research reached the following results:

There is general approval from the study sample members on all
dimensions of the quality of electronic banking services provided
by Al Rajhi Bank, as they came in the following order (security,
reliability, responsiveness, tangibility). The results of the study also
showed that the level of customer satisfaction with the bank is
generally high.

There is a statistically significant impact of the quality of electronic
banking services on Al Rajhi Bank customer satisfaction.

There is a statistically significant impact of the tangibility
dimension of electronic banking services on Al Rajhi Bank

customer satisfaction.

There is a statistically significant impact of the reliability
dimension of electronic banking services on Al Rajhi Bank

customer satisfaction.

There is a statistically significant effect of the dimension of
electronic banking services security on Al Rajhi Bank customers'
satisfaction.

A statistically significant effect of the dimension of electronic
banking services response on Al Rajhi Bank customers'
satisfaction.

Keywords: Quality of electronic banking services, customer
satisfaction, Al Rajhi Bank.



