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Abstract  ,=sll|-

This study aims to examine the impact of electronic service quality dimensions—security, ease of use,
responsiveness, and system efficiency—on customer satisfaction in Saudi digital banks. The study
adopts a descriptive analytical approach and uses an electronic questionnaire as the primary data
collection instrument. The questionnaire was distributed to a random sample of users of digital banking
applications in the Kingdom of Saudi Arabia. The theoretical framework is based on the Technology
Acceptance Model (TAM) and the Expectation Confirmation Theory (ECT) to explain the relationship
between the performance of digital banking applications and customer satisfaction. The study tests
four main hypotheses to measure the direct effect of each electronic service quality dimension on
customer satisfaction and continued use of digital banking services. The findings are expected to
identify the key factors influencing customers’ preference for digital banking over traditional banking
services and to provide practical recommendations that support the competitiveness and continuous

development of digital banks in Saudi Arabia.

Keywords: Electronic Service Quality, Digital Banks, Customer Satisfaction, System Efficiency, Digital

Security, Ease of Use.
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