Al Kut Journal of Economics and Administrative Sciences /ISSN: 1999 -558X /ISSN Online 2707-4560/ Vol (16) Issue: 54-2024

(September)

-” AL KUT JOURNAL OF ECONOMIC AND ADMINISTRATIVE
SCIENCES

'} Publisher: College of Economics and Management - Wasit University

il iy (16 VR g et ) i 3 Dagall uhll i

Quality Cost Analysis in Digital Banks and Its Impact on Customer Satisfaction

Do Cpun 2aaf D e Gpun 35050 a0 Dosla asa; gl
S g nd) i gl Sl A dalad) Ay paaall Alaid) g 5 la) AulS /LYY dzala
Ahmed Hussein Ali Mahmoud Hussein Ali Sinan Raheem Jasim

ahmedali666848@agmail.com mahmoud74.21@yahoo.cm Sinanr819@uoanbar.edu.iq

http://dx.doi.org/10.29124/kjeas.1654.26

uailal)
sasall CallSs il A 5 e Dlea) Lim g Aad )l i) 8 50 gl CadlSs (A8 ol ) Al all cidon
L) Jdadl dia gl elany) @il ol u@y\gqugg\dgﬂwg, Al gl A e Seall Y5 e
b Osanad Gl Glealal) 8 53LY e Byl e 8Y) Baa (e S a3y Gad) A 5 il
5 bliall aludl 3 il ges Ganalas e ST Al oSl A3 e Gl )5 Jlal)
CallSs paal ) Aul Al cleagis (Slake 8 5 aall B jall o peaall 5 il ) Cijladd) 8 55N ALY
o oS O i deadd) Basa b AN 4kl sy Lae el ) @il 8 eDlaall Lia )y (3iad b 33 5al)
Gy g site IS 80 sall RIS Jilad Bk e s Dleall Liay (e () (S a1 il (5 6 Dlaal) 4 503
Cuagly eDhaadl Liay e caliag o (S Adalall ol gadl 55 of ) i ) kil aey Lae ddendll g 53
L@J‘;'a-,\i\gesw}‘gw\hb‘)slc)ﬁ\,\aﬁﬁ\.@i'&d};ﬂ@&O\@Q\WJ\&#\&L&M\MUJ\
Letladd Cpant 8 laill duad ) pill o ooy (6 LS (50 JS LSl oda (s Jlad (B el
doa g Al g el Loay e il sda 5iils (sl 1a] adia g 52 sl Call<s Jalad Jlantiad 5 patoe J<

LeBlee ity cilaliial e 2l JalSie JS30 Las s

A ) il ¢ 53 gadl GRS Jla e Dlandl Liay ¢ 53 gad) CiISS ; dualida cilalS))

Abstract

The study aimed to analyze the relationship between quality costs in digital banks and

customer satisfaction, and to evaluate the impact of quality costs on customer loyalty in
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digital banks. For data analysis, descriptive statistical tools were utilized to analyze the data
available from the research sample. The validity of the instrument was ensured by
presenting it to university professors specializing in the field and distributing the
questionnaire to the study participants, which included accountants and employees in
accounting and other departments at banks (Al-Rafidain and the Iragi Trade Bank in
Baghdad). The study found that quality costs are significant in achieving customer
satisfaction in digital banks, supporting the theory that service quality significantly affects
customer experience. Additionally, digital banks can enhance customer satisfaction by
diversely analyzing quality costs based on the type of service, supporting the theory that the
impact of internal factors on customer satisfaction can vary. The study recommended that
digital banks should recognize that quality costs have a direct impact on customer
satisfaction and should therefore invest in the periodic analysis and improvement of these
costs. Furthermore, digital banks should continuously improve their services and use quality
cost analysis as a tool to measure the impact of these improvements on customer
satisfaction, directing their efforts comprehensively based on the needs and preferences of

their customers.

Keywords: quality costs, customer satisfaction, quality cost analysis, digital banks.
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