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Abstract: This study aimed to analyze the impact of digitizing banking transactions at Riyad Bank on customer
satisfaction, with a focus on assessing customer engagement with digital services, identifying both positive and
negative effects of digitization, and examining the influence of cognitive, emotional, and behavioral attitudes on
satisfaction levels. A survey methodology was employed, as it is appropriate for studying public opinion and
analyzing phenomena using field data. An electronic questionnaire was used as the primary data collection tool,
and the sample consisted of 250 randomly selected customers from Riyad Bank in Al-Ahsa Governorate, ensuring
diversity within the targeted population.

The results revealed that the majority of customers frequently use digital banking services and rely on them to
complete daily transactions. Findings also indicated that customers’ cognitive, emotional, and behavioral attitudes
toward these services were generally positive, demonstrating good understanding of digital platforms, feelings of
comfort and trust, and a willingness to continue using digital channels. Moreover, a statistically significant positive
relationship was found between the level of digital transformation and customer satisfaction, suggesting that
improvements in digital services enhance satisfaction levels. Differences in satisfaction were also observed based
on the length of the customer’s relationship with the bank, with more experienced clients showing greater
satisfaction.

The study recommends continued development of the bank’s digital infrastructure, enhanced educational programs
to promote effective use of services, improved technical and human support, stronger data protection measures,
and regular assessments of customer satisfaction to identify and address areas for improvement.

Keywords: Digitization — Transaction Digitization — Banking Sector — Customer Satisfaction- Riyad Bank.
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