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The Role of Digital Banking Applications in
Enhancing Customer Experience and Achieving
Satisfaction with Digital Services: A Comparative

Study on Egyptian Public and Private Banks

Dr.. Rasha Abdel Rahman Hegazy Ibrahim
Abstract:

The study problem was identified in understanding the role of
digital banking applications in improving customer experience as a
result of their satisfaction with the nature of banking services
provided to them. The study relied on the Unified Theory of
Acceptance and Use of Technology (UTAUT). The study sample
size was 400 individuals.

The study analyzed both the BM application for Bank Misr
customers and the CIB Mobile Banking application for CIB Bank
customers. The analytical study found diversity in the languages
used, with more extensive use of English in the CIB Bank
application. It also showed that the videos of both applications
employed 2D graphics to illustrate banking services and how to
use them via the application. However, Bank Misr's videos tended
to employ public figures and dramatized scenes to explain banking
services and instructions.

As for the field study results, it was found that 69.5% of
customers always use private bank applications A significant
percentage of customers rely heavily on banking applications to
conduct their banking transactions, accounting for 53.3% of the
total sample. It was found that public banks were more successful
in attracting new customers over short periods (less than a year).
However, private banks outperformed in attracting customers over
the long term, especially for periods from one year to less than two
years and two years or more.
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There was a statistically significant correlation between the
density of using digital banking applications and the sample's
inclination towards them,. There was also a correlation between
the sample's attitudes towards using applications for their financial
transactions and the achievement of all the influencing factors
from using digital applications (perceived benefit, expected
performance, social influence, available facilities, experience,
behavioral intention).

Keywords: Banking Applications, Customer Satisfaction,
Enhancing Customer Experience, Technology Acceptance.
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