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The Impact of Electronic Services on Customer Satisfaction
in Commercial Banks in the Kingdom of Saudi Arabia

Abstract :

Banks are a cornerstone in the economic development of any
country, and in recent decades, they have undergone rapid
transformations due to innovations and continuous updates in
electronic banking services. In this context, our study aims to
assess the impact of electronic service quality on customer
satisfaction in commercial banks in the Kingdom.

The study revealed significant results that reflect the positive
relationship between the quality of these services and customer
satisfaction. The extracted data confirms that improving the
quality of electronic services contributes positively to enhancing
customer satisfaction, underscoring the importance of investing
in this sector to ensure a better user experience. However, the
study also identified significant weaknesses that need to be
addressed. Among these points, it was found that banks do not
pay sufficient attention to continuous improvement in delivering
their electronic banking services, lacking in providing clear and
effective instructions and guidance to customers on how to use
these services correctly.

Keywords:  Electronic  services, customer satisfaction,
commercial banks, Kingdom of Saudi Arabia.
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