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ABSTRACT:

This research examines the impact of digital banking service quality on customer
satisfaction at the National Bank of Algeria (BNA) by studying four main
dimensions: ease of use, confidentiality, security, and customer service/support. A
total of 54 questionnaires were collected from the bank’s customers, and
hypotheses were tested using simple linear regression. The results showed that ease
of use had a strong impact on customer satisfaction, while security and
confidentiality had a statistically significant positive effect on customer
satisfaction. On the other hand, the impact of customer service and support was
lower compared to the other dimensions. The results indicate that the quality of
digital banking services plays a key role in determining customer satisfaction, with
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ease of use and security emerging as the most influential dimensions on customer
satisfaction at the National Bank of Algeria.

Keywords: Digital Banking Service Quality, Customer Satisfaction, Ease of Use,
Security, Confidentiality, Customer Service and Support.
JEL Classification Codes : G21, L86, D12, 033, M31
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