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The impact of the quality of banking services on customer
satisfaction in Saudi banks: a case study of Al Rajhi Bank

Mr. Bassam Mohammad Almaramahi, Dr. Abdullatef saber

BALMARAMAMHI.stu@uj.eduas Aosaber@uj.edu.sa

Abstract:

This study aimed to evaluate the impact of the quality of banking
services on customer satisfaction at Al Rajhi Bank in the Kingdom of
Saudi Arabia. A sample of 100 individuals from the bank’s customers
was selected, and an electronic questionnaire was used to collect the data
necessary for the study.

The results of the study showed that the quality of banking services
has a direct and positive impact on customer satisfaction at Al Rajhi
Bank. The study found that elements related to reliability, speed in
providing services, and effectiveness of responding to customer needs are
considered among the main factors that significantly affect customer
satisfaction.

Based on the results, the study recommends the importance of
improving the quality of banking services at Al Rajhi Bank by enhancing
reliability and speed in providing services and enhancing the
effectiveness of responding to customer needs. The study also indicates
the importance of providing a comfortable and innovative work
environment for customers, in addition to providing training programs
for bank employees to enhance their skills in dealing with customers and
meeting their needs effectively.

Keywords:  customer  satisfaction; reliability;  responsiveness;
dependability; banking services.
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