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Abstract :

This study aims to identify the role of electronic service quality in achieving
banking customer satisfaction. The National Savings and Reserve Fund - Biskra Branch
- was chosen to conduct the field study. To achieve the objectives of the study, we relied
on both the interview tool with an official at the bank under study, and also the
questionnaire tool. As tools for collecting the required data, the questionnaire was
distributed electronically and on paper to a sample of the bank’s customers, to collect
87 questionnaires, all of which were analyzed using the statistical program SPSS-V20,
and none of them were excluded due to the validity of all of them.

The results showed that there is a role for the quality of the electronic banking
service in its dimensions (website design, ease of use, quality of information, security
and confidentiality) in achieving banking customer satisfaction for the National Savings
and Reserve Fund - Biskra Branch -, and for this reason the study presented a set of
suggestions that would enable the bank under study. To benefit from the quality of
electronic service in influencing the satisfaction of its customers with the banking
services provided to them.

Keywords: Electronic service quality, Banking customer satisfaction, National Savings
and Reserve Fund - Biskra Branch -.
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