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Abstract

The aim of this study is to identify the availability of the dimensions of the Quality of Electronic Banking Services in
the Bank of Commerce and Development and whether these dimensions have an impact on customers satisfaction
through its indicators, which are Responsiveness, Reliability, Assurance, Empathy, Tangibility on the customers
satisfaction in Bank of Commerce and Development in Benghazi. In this study, the descriptive analytical method was
used to collect data in the applied study and analyze it using the Statistical Package for Social Sciences (SPSS)
program. The study population is the customers of the bank under study, and the sample size was 97 customers. The
results of the study showed the approval of all customers on the availability of quality dimensions of Electronic
Banking Services as well as customer satisfaction with the quality of services provided to them. The study concluded
that the best dimension in terms of quality is the dimension of Empathy, followed by the dimension of Responsiveness,
then Tangibility, followed by the dimension of Assurance, and the least of the quality dimensions is the dimension of
Reliability. All the dimensions of the quality of the Electronic Banking Service under study were high. The study
came up with a set of recommendations, the most important of which is spreading the culture of applying Electronic
Banking Services among customers through advertising. It is important for the bank's management to spread the
awareness of the importance of E-marketing among bank's customers and employees.

Keywords: Quality of E-Banking Services, Customers Satisfaction, Bank of Commerce and Development.
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