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Abstract:
Like other sectors, Rafidain Bank has worked to improve its electronic
banking services to Increase its competitiveness. This could contribute to
strengthening customer relationships and increasing customer satisfac—
tion by updanng and delivering services in innovative ways that align with
the latest available technologies. This aims to strengthen relationships
with existing customers and increase their trust In the bank, in addition
to attracting new customers. Theretore, this research aimed to determine
the extent to which the quality of electronic customer service impacts the
relationship between customers and the bank.
The research includeincludeed a sample of seven main branches of Rafid—
ain Bank in Diyala, where 350 questionnaires were distributed. A total
of 318 questionnaires were returned, representing M 86%, Of the total
Thirty—two guestionnaires were excluded for being unsuitable for statis—
tical analysis, leaving 286 valid questionnaires subject to statistical analysis,
representing 82 21% of the total returmed questionnaires. The descriptive
statistical analytical approach was used to study the Impact of the qual-
ity of electronic customer service in Its dimensions (cthiciency, reliability,
confidendality, communication, responsiveness) on the quality of the re—
lationship in Its dimensions (satisfaction, trust, cotmmitoment).
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