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The Impact of Electronic Banking Services on Customer
Satisfaction
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Abstract:

This Research aims to determine the impact of electronic
banking services (ATMs, Ahli Net service, Ahli Mobile service, Ahli
Phone Cash service, and interactive devices) on enhancing customer
satisfaction at the National Bank Of Egypt. The Research identifies
the increasing importance of these services in the digital age and
examines their effect on enhancing customer satisfaction. It
encompasses Vvarious digital financial activities offered through
electronic platforms. The Research objectives include evaluating the
bank's focus on electronic banking services and customer
satisfaction, studying the relationship between these services and
customer satisfaction, and providing practical recommendations for
improving the bank's services. The research methodology employed
in the Research is the analytical-descriptive approach, and a
guestionnaire was used as a tool to collect data.

The results revealed a high level of interest among the
bank's customers in using electronic banking services, with a
particular focus on interactive devices, Ahli Mobile service, Ahli
Net service, ATM services, and Ahli Phone Cash service.
Furthermore, customer satisfaction with the bank's services is
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positively strong, with a positive impact of electronic banking
services on customer satisfaction. Additionally, there were no
significant differences in the Research sample's response means
based on age and gender, except for customer satisfaction.
However, differences were observed in the response means based
on education level, banking interaction method, and duration of
dealing with the bank. The Research recommends enhancing and
developing electronic banking services to better meet customer
needs and improve their overall experience.
Keywords: Electronic Banking Services, Customer Satisfaction,
National Bank of Egypt, Ahli Phone Cash, ATM services,
Interactive devices.
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