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Impact of Electronic Banking Service Quality on Customers Loyalty:
An Applied Study on Egyptian Commercial Banks

Abstract:

The main objective of the research is to study the impact of electronic banking service quality
on customers loyalty of Egyptian public commercial banks.

This research derives its importance from the importance of increasing interest in developing
and improving the level of electronic banking service quality, especially with the beginning
of the spread of the COVID-19 virus, and the precautionary measures taken by the state and
the Central Bank to face the repercussions resulting from the spread of the virus, which was a
major reason for the increase in electronic transactions for bank customers, the matter which
led to the need to measure the impact of the dimensions of electronic banking service quality
on customers loyalty in order to develop and improve it.

The research community is represented in the Egyptian public commercial banks (Misr Bank,
National Bank of Egypt, and Cairo Bank) in the governorates of Greater Cairo in the Arab
Republic of Egypt, and an intercept sample of 384 individuals was taken through the
objection of one customer regularly out of every five customers who frequent the branches
banks; Provided that the customer is using the electronic banking service.

The research found that the dimensions of electronic banking service quality (reliability,
websitw design, efficiency of website, security and privacy, fulfillment, customer service and
support) have a statistically significant positive effect on the customers loyalty of Egyptian
public commercial banks. The research also found that the dimensions of electronic banking
service quality affecting customers loyalty can be arranged according to the strength of their
impact as follows: reliability, efficiency of website, security and privacy, website design,
fulfillment, and customer service and support. The research also found that there are
significant differences between the customers Misr Bank, the National Bank of Egypt, and
Cairo Bank with regard to their responses towards the dimensions of electronic banking
service quality, and there are also significant differences between the customers of the
Egyptian public commercial banks with regard to the degree of their loyalty to the electronic
banking service quality. Where the National Bank of Egypt comes in first place, followed by
Cairo Bank, and in the Bank Misr in the last rank.

Keywords: The Dimensions of electronic banking service quality, Customers Loyalty,
Egyptian Public Commercial Banks.
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