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The extent to which the security and confidentiality of electronic banking services
contribute to customer satisfaction.
Case study: The Bank of Agriculture and Rural Development - M'Sila
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Abstract:

This study aimed to evaluate the extent to which the ease of use and security of e-banking
services contribute to customer satisfaction. The study addressed the most important basic concepts
related to both ease of use and security of e-banking services, as well as the most important
concepts of customer satisfaction. To achieve the study's objectives, the descriptive approach was
adopted, using a questionnaire distributed to a sample of 34 customers of the Bank of Agriculture
and Rural Development - M'Sila. The structural equation modeling method, using partial least
squares (CEM-PLS), was also used to determine the strength and direction of the relationship
between the study variables, using the Smart PLS program.

After testing the hypotheses, the study reached several results, the most important of which is that
the security dimension has a very significant impact on customer satisfaction, unlike the ease of use
dimension, which had a weak impact
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