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Chi-Square Tests

Value | df | Asymptotic Significance (2-sided)
Pearson Chi-Square 6.033* | 4 197
Likelihood Ratio 5315 | 4 .256
Linear-by-Linear Association 3126 | 1 .077
N of Valid Cases 121

a. 6 cells (60.0%) have expected count less than 5. The minimum expected count is .23.
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Count

Chi-Square Tests

Value | df | Asymptotic Significance (2-sided)
Pearson Chi-Square 3.747* | 4 441
Likelihood Ratio 3337 | 4 .503
Linear-by-Linear Association .533 1 465
N of Valid Cases 121

a. 6 cells (60.0%) have expected count less than 5. The minimum expected count is .23.
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Chi-Square Tests

Value | df | Asymptotic Significance (2-sided)
Pearson Chi-Square 4940 | 4 294
Likelihood Ratio 4495 | 4 .343
Linear-by-Linear Association 773 1 379
N of Valid Cases 121

a. 6 cells (60.0%) have expected count less than 5. The minimum expected count is .23.

eLai¥) iy oY) 5 sinsa 521 5 e ) a5y 5] SIS JLERT 229 Jsia

87




Bar Chart

80 el s fna
[ ol
Mo il
[ PR
[ o it f ¢
- o vy il
L=
[
3
O
20
0

gl auini zal of

il Joall

e Lai¥l eliss Loy o sinsa 520y 18 g ) STl 52l ADNal) ol 6 AliLaiall ugiliall 27 siin 57 ans )

Ayl olpaal gab¥ bl Julos -
Alasll A8Mall 553 J) Aagall sda pdd .ouaill LLadl Jalas (R 2asd Jiay 10y 276, # Aad 58T o1 mislsdl (e
R iy (30 Jameall) malall pailly (GLe¥! (satans «biled) Apmguns: (Aol Bag2 Cences) Bzl ool izl o
176 (oo csys Lo s o Sag 43l 1] 076. 23ILJ1 R Square Zogd i Abswgio ) Zagais dolemy) 48 J) 276. AL
- s conall sae HLae¥! § dsly el (Juall R auye alazadl clpaall sda M5 oo @301 Jszeddl § coladl (o
of JI 1da iy Adaually adsie sa Lo Hals U581 Gyl adlsdl § z3gaidl yuudy copiiall Blel e iy 451 my Las <008,
83540l @l s (3l Byl Jiasg (0.43 g yyuaald @i Uasedl BLald A as Aypends 898 4y 7 3gaidl
Griall z3gaill Jb & 2Ll Buaiiune Bog4o, k) SLledl T 1) 0.000 A1 5L Jalas pd .z 350l 2adsall @ually

235atll 3508 e 12 As8 2T (e Juy Les c(lial) elld 3 L) ool z35el ] By Juals o(dazd posial)

o[ e | <




z3seill e Aglas] sl 3529 o m ]l e 45T 1da gay a5, Jall Rsquare Jalas (olassl o wdl e (gl

Bogdzme Llaall Aypuatl) 45,08 o1 Y)

Bayes Factor Model Summarya"’

Bayes Factor*

R Square

Adjusted R Square

Std. Error of the Estimate

.000

276

.076

-.008

43

a. Method: JZS

OLe¥ ggrun , s biledl Ay, e usd) B g2 . cwsb. Model: (Intercept),

c. Bayes factor: Testing model versus null model (Intercept).

b ale 73 pai_jlail adle 30 Jon

:QLHa}ﬁb é‘.‘d.”

éL’LU‘ :iﬁ_gi -

e‘Wﬁ‘ Mj—a—“u—‘- taSJ.o L;a) ®

Aol oSl Ly (8 hils Lalgadl (el (o ol eLas¥l iy iy Bk alitol Algean of Jelowtll il o plof

b pall Slosill Larats § o8yl Jymtll e 3] stdo Lo« 2y & e lboall i Bg s Anis o]l

89

dailly Ql.cy‘ Y 9535 Sgius @




elosles Tlem 8 Alle 283 Il oaadl cbldl Ll Ll clelials Blans Lesd A4S Ly oo dulmill LS
s OlYL seaddl Gatun Bl e Lady clidl 38l Al Aadas¥l Alad uSay oo clalally dpasdll
e el

MS’b‘ﬁMb Gsigm lal @

agdsme illasMe 3929 0y Al Aplm¥) Cilgxdl (0 Jad eMelall s Ao yug pllaill 48giga ol Sbled) e

AL 5392l 53mn Lee (Alad b yatue Agadydl clonsedl o 19uST 20 el (1Y) Ll e ol Joor
il pedl Loy @ dasin (uls @

IS d> 8 53l I gy lal el (amy . 2uad, Il clgiall e meadl leil de o e Uasogio Ly giliad] oyl

Adsoydl aldeall Ciulin medd! ol onS,Ladl claae el (2lld ang ool S et Al ) b o cBudall
pladl Lo Jls clavsedl 3aga (1 598 byl @

#eall Loy Jlaz T L) (Aol Lad o) Uy ae (s Fogd Aloms] A85e 3929 il Slas Wl Julonall

Omegiad) Loy suiad 3 Jlady sale il ad eladl cly § (08,01 Jomtdl (0l Aty Il 2o yall caes sl

Olgogddl s -
ol sall pedl daglaio (s @

A9 OIS o 2eusd| e gaetay (! Casaseiad) gl s s La )l Settun pdy § s el

“a.\.'z‘i.ml‘ 74.@.7-13)7'_3]43 .4.‘-4415.4 °

90




Ayl Sl aresd udad!) alasiaddl 35209 ¢ Cacseiudl iladgs ae dadlgte duaill £lay (rasns 4590
3 Ol e gill CMlos j3a5 @

Shlell e oy ¢ Meall F9 2y ¥l alasnud collaly Aed Il lblustl Lles Jg> Lgegs S AMbL (o5

Aaai Lo I bgiue delaiw! peds los cplaidly o@ds duiag
8.9yl au’jl ‘3 el oY1 5. a8 cﬁ) L

oo iy e e gyl aolss ysglaty Aula adll 8yuall auenss IS (o Jadiall Bl § daill elal Cpunces (Say

\:Lpi ‘gjal-d' 0992 w.\.ﬂ e Maatl SllasMa @st.“\j eyl Qljji

91




Abstract

This research explores consumer satisfaction with the digital transformation of banking services at
Alinma Bank, focusing on key factors that constitute the current digital banking experience. The study attempts
to analyse how simplicity of use, dependability, security, accessibility, and responsiveness impact total
customer satisfaction. A quantitative research technique was applied, employing a structured questionnaire
given to a sample of Alinma Bank clients who actively use digital platforms. Descriptive and inferential

statistical analyses were undertaken to measure user views and test the research assumptions.

The results reveal a generally high level of satisfaction with Alinma Bank’s digital services, with
simplicity of use and security appearing as the most significant elements in determining consumer happiness.
Reliability and accessibility also indicated high beneficial benefits, whereas responsiveness of digital help
showed modest satisfaction levels. Statistical findings demonstrated substantial connections between all
digital service qualities and total satisfaction, validating the fundamental claim that digital transformation

significantly benefits customer experience.

The analysis indicates that Alinma Bank’s digital activities are beneficial, although emphasises potential
for improvement in customer assistance and performance optimization during peak use periods. The results
give practical suggestions to increase digital service quality and add to greater scholarly knowledge of digital

transformation in the banking industry.

92




Lol
oaT Aoyl e Jgemd Zanyl M5 (e elad¥l cliy § (08,01 Jommtll (e e Mlaall Ly s eyl sda Jolis
(Gl gladll 3 dianly o8l Jomdll goin90 Jo> alalds Auals @uuas @3 (Jg¥l Juaddl § ol Calga aliza
bllasy Alaally dpalall Sl dpeal munss () 28La) (Lpluoydy dalindy (Ldlaaly dulull A (oye po

Ll ALty Ayl adl9s @i (oludll Juadll |ia aiw 05909

Aalarll dpuladl @palall (oye @ Cus aaludl slalully @ ladl HUY1 Jols uaé GL Juadll Li
i LS 08,01 Jgzelly aag,l) alidenl) 7 3ladly o Maadl lgling Bagaedl Sl idigag «Auadydl Audyuall ciloslly
3,3kl byl Ziaty Juloetl) e Aaanto Auale L9y 1B Laa Adgag duloma oty Coylont gl Gl ool dan e
el Ly 3

Aeg patzme (ULl par Slelyr] BIo¥ puaiat Brsge ! dumin ooy @F (I Jiadll 99
Lladly Gimsll slas¥l Jio Zeasiadl 2basyl colludll zusss @ LS alaaall gold daby Al
el dlae L) o) (G dpaladl 858,00 e aal e Ladgians mli] e gudga (rasny Las «lai¥lg

o el Loy albgiun plas)l abladl cpldsl dus L ldaty il @l ooy 1ad ol I Juadll i
Gl A sgmg bl il LS a8sislly (o La¥lg plasiad) g iw cilgr @ duols coladyl clid Aad Il oz
ooMeiuel (ya (,Ka Las cilisds il Ldas 59 ilild ranas Jumall a iy aladl Loyl e Bad Jl cilonied) slal aace!

RUAVNES IR OVES FENEE POV IS

93




ezlA

aburub, A. (2025). The Role of E-Marketing in Innovating and Developing Banking Marketing
Strategies: An Empirical Study on Bank Alinma — Saudi Arabia, with the Mediating
Role of Customer Perceived Digital Value. Retrieved from
https://posthumanism.co.uk/jp/article/view/1932

Agrawal, P. (2025). A Study on Customer Satisfaction on E-Banking Services. Retrieved
from
https://www.researchgate.net/publication/392383499_A_Study_on_Customer_Sati
sfaction_on_E-Banking_Services

Al-Nuaimi, I. T. (2020). An Integrated Model of The Relation Between EService Quality and
User Satisfaction in IHL. Retrieved from
https://iopscience.iop.org/article/10.1088/1742-6596/1529/4/042072

Basavaraju, P. A. (2024). Measuring of Digital Banking Service Quality on Customer
Satisfaction with Reference to Bengaluru. Retrieved from
https://www.researchgate.net/publication/383248043_Measuring_of_Digital_Banki
ng_Service_Quality_on_Customer_Satisfaction_with_Reference_to_Bengaluru

C., T. K. (2024). "A STUDY ON CUSTOMER SATISFACTION FOR DIGITAL BANKING SERVICES
OF BANKS IN DAVANGERE CITY". Retrieved from
https://www.researchgate.net/publication/381303136_A_STUDY_ON_CUSTOMER_
SATISFACTION_FOR_DIGITAL_BANKING_SERVICES_OF_BANKS_IN_DAVANGERE_CI
TY

Ewim, C. P.-M. (2024). Customer-Centric digital transformation framework: Enhancing
service delivery in SMES for underserved populations. Retrieved from
https://www.researchgate.net/publication/385191031_Customer-
Centric_digital_transformation_framework_Enhancing_service_delivery_in_SMES_f
or_underserved_populations

Fayek, K. H. (2025). The Impact of Electronic Banking Service Quality on Egyptian Customer
Satisfaction. Retrieved from
https://ajccr.journals.ekb.eg/article_420001_a4772f81dfea7572cbe626b4a8be389c
.pdf

Felipe, T. (2025). Digital transformation in commercial banks: Unraveling the flow of
Industry 4.0. Retrieved from
https://www.sciencedirect.com/science/article/pii/S2666954425000249

94




Hagenimana, E. (2025). Online Banking Services and Customer Satisfaction in Rwanda: A
Case Study of the Bank of Kigali. Retrieved from
https://www.researchgate.net/publication/392779516_0Online_Banking_Services_a
nd_Customer_Satisfaction_in_Rwanda_A_Case_Study_of _the_Bank_of_Kigali

Ho, H. (2025). Mobile Banking Customer Satisfaction and Loyalty: The Roles of Technology
Readiness. Retrieved from
https://www.researchgate.net/publication/393874868_Mobile_Banking_Customer_
Satisfaction_and_Loyalty_The_Roles_of_Technology_Readiness

islamoglu, E. (2025). The Impact of Electronic Banking Service Quality on Customer
Satisfaction in Participation Banks: A Case Study of Lebanon. Retrieved from
https://www.researchgate.net/publication/396462915_The_Impact_of_Electronic_
Banking_Service_Quality_on_Customer_Satisfaction_in_Participation_Banks_A_Ca
se_Study_of_Lebanon

Jafri, J. A. (2024). A systematic literature review of the role of trust and security on Fintech
adoption in banking. Retrieved from
http://sciencedirect.com/science/article/pii/S2405844023101885

Kesharwani, A. (2021). Service Quality Measurement in Information Systems:. Retrieved
from https://www.sciencedirect.com/org/science/article/pii/S1062737521000573

Kitsios, F. (2021). Digital Transformation and Strategy in the Banking Sector: Evaluating the
Acceptance Rate of E-Services. Retrieved from
https://www.sciencedirect.com/science/article/pii/S2199853122009738

Lee, A. T. (2025). Understanding Psychosocial Barriers to Healthcare Technology Adoption:
A Review of TAM Technology Acceptance Model and Unified Theory of Acceptance
and Use of Technology and UTAUT Frameworks. Retrieved from
https://www.mdpi.com/2227-9032/13/3/250

Malik, M. F. (2025). Fintech Adoption in Saudi Arabia: A Quantitative Analysis of Financial
Impacts and Regulatory Challenges within Vision 2030. Retrieved from
https://www.researchgate.net/publication/392542696_Fintech_Adoption_in_Saudi_
Arabia_A_Quantitative_Analysis_of_Financial_Impacts_and_Regulatory_Challenges
_within_Vision_2030

Monica, A. (2025). The Influence of Digital Communication and Mobile Banking Services on
Customer Satisfaction at Bank Mandiri. Retrieved from
https://www.researchgate.net/publication/395276675_The_Influence_of_Digital_C

95




ommunication_and_Mobile_Banking_Services_on_Customer_Satisfaction_at_Bank
_Mandiri

Mulyati, S. (2024). Digital Transformation in Banking Services: The Impact of Mobile
Banking on Customer Satisfaction at Islamic Banks in Tasikmalaya City. Retrieved
from
https://www.researchgate.net/publication/387288382_Digital_Transformation_in_B
anking_Services_The_lmpact_of_Mobile_Banking_on_Customer_Satisfaction_at_Isl
amic_Banks_in_Tasikmalaya_City

Mwai, W. (2025). Digital Banking and Customer Satisfaction at Equity Bank. Retrieved from
https://www.researchgate.net/publication/395984437_Digital_Banking_and_Custo
mer_Satisfaction_at_Equity_Bank

Ononiwu, M. (2024). The impact of digital transformation on banking operations in
developing economies. Retrieved from
https://www.researchgate.net/publication/384460633_The_impact_of_digital_trans
formation_on_banking_operations_in_developing_economies

Pakurar, M. (2019). The Service Quality Dimensions that Affect Customer Satisfaction in the
Jordanian Banking Sector. Retrieved from https://www.mdpi.com/2071-
1050/11/4/1113

Rakic, N. (2025). An Interplay Between Digital Banking Services, Perceived Risks,
Customers’ Expectations, and Customers’ Satisfaction. Retrieved from
https://www.researchgate.net/publication/389277364_An_Interplay_Between_Digit
al_Banking_Services_Perceived_Risks_Customers'_Expectations_and_Customers'_
Satisfaction

Rakocevic, S. B. (2025). An Interplay Between Digital Banking Services, Perceived Risks,
Customers’ Expectations, and Customers’ Satisfaction. Retrieved from
https://www.researchgate.net/publication/389277364_An_Interplay_Between_Digit
al_Banking_Services_Perceived_Risks_Customers'_Expectations_and_Customers'_
Satisfaction

Reddy, M. M. (2025). IMPACT OF TECHNOLOGY ON CUSTOMER PREFERENCES IN
BANKING: A CASE STUDY OF UNION BANK OF INDIA. Retrieved from
https://www.researchgate.net/publication/391416346_IMPACT_OF_TECHNOLOGY_
ON_CUSTOMER_PREFERENCES_IN_BANKING_A_CASE_STUDY_OF_UNION_BANK_
OF_INDIA

96




Shaddady, A. (2022). Does E-Banking Enhance Client Satisfaction in Saudi Banks?
Retrieved from https://www.researchgate.net/publication/368603236_Does_E-
Banking_Enhance_Client_Satisfaction_in_Saudi_Banks

Sharma, V. (2024). Does service quality matter in FinTech payment services? An integrated
SERVQUAL and TAM approach. Retrieved from
https://www.sciencedirect.com/science/article/pii/S2667096824000417#:~:text=Te
chnology%20acceptance%20is%20significantly%20predicted,utilisation%20in%20
the%20FinTech%20sector.

Shivan, N. (2025). Electronic Banking And Customer Satisfaction In Kisoro District: A Case
Study Of Stanbic Bank. Retrieved from
https://www.researchgate.net/publication/394022221_Electronic_Banking_And_Cu
stomer_Satisfaction_In_Kisoro_District_ A_Case_Study_Of_Stanbic_Bank

Shukla, A. (2025). Expectation Confirmation Theory: A review. Retrieved from
https://open.ncl.ac.uk/theories/14/expectation-confirmation-theory/

Sunga, A. L. (2025). Alinma Bank Transitions to Virtual Board Meetings and Secure
Document Management with Convene. Retrieved from
https://www.azeusconvene.com/en-sa/success-stories/alinma-bank

Varshney, P. (2025). The Impact of Technology Transformation on Customer Satisfaction in
Banking: A Case Study of State Bank of India. Retrieved from
https://www.researchgate.net/publication/396367041_The_Impact_of_Technology_
Transformation_on_Customer_Satisfaction_in_Banking_A_Case_Study_of_State_Ba
nk_of_India

97




Mid-Ocean University M I D OC EA II“
U NI WV R S I T Y I ]
College of Management

Department of Business Administration

Measuring Customer Satisfaction with Digital Transformation in Banking Services — An Applied Study

on Alinma Bank Customers

Prepared by:
Ziad Saadoun Al-Anzi

251002389

Supervised by:
Dr. Faisal Abdul Hamid

Dr. Fayez Jarad

Academic Year:

2025

98



http://www.tcpdf.org

