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Abstract

This study investigated the influence of the quality of electronic banking
services on customer satisfaction in Lebanon. The research employed a descriptive
analytical technique and utilized both primary and secondary data. A sample of 300
persons was randomly chosen from clients of multiple commercial banks in Lebanon,
such as BLOM Bank, Bank Audi, Byblos Bank, SGBL Bank, Fransabank, Bank of
Beirut, and Credit Bank. A survey was provided to the participants, comprising six
sections. The reliability of the questionnaire was evaluated through the Cronbach's
alpha coefficient, which exceeded the minimum of 0.7, which confirms its stability
and internal consistency. To analyze the data and test the hypotheses, the statistical
program (SPSS) version 27 was used, where descriptive statistics such as
frequencies, percentages, mean, and standard deviation were applied, in addition to
a simple linear regression test. The study concluded that the quality of electronic
banking services in all its dimensions (ease of use, time saving, privacy, and security)
has a statistically significant positive impact on customer satisfaction in Lebanon. It
was also found that Lebanese bank customers highly agree that electronic banking
services are easy to use and save time. On the other hand, they expressed low
approval regarding the security of electronic banking services, and moderate
approval regarding its privacy and satisfaction. The study recommended that
Lebanese banks should continue to focus on user-friendly interfaces for websites and
mobile applications, in addition to taking stronger security measures such as
implementing multi-factor authentication, and regular security updates to build trust

with customers and enhance confidentiality.

Keywords: quality of electronic banking services, ease of use, time saving, privacy,

security, customer satisfaction.
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