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Abstract:

The study aims to investigate the impact of artificial intelligence on the quality of
banking services provided to customers ,and to determine the nature of the relationship
between artificial intelligence techniques as an independent variable, with the
dimensions of banking service quality (responsiveness, reliability, security) as
dependent variables, and demographic factors as an intermediary variable, Also it aims
to reveal the predictive impact of artificial intelligence upon the various dimensions of
banking service quality.



The descriptive quantitative approach was adopted to collect data for the study, which
included secondary data represented in previous studies, and primary data by
distributing a questionnaire to a sample of 450 customers. The study community
included the population of Tulkarm Governorate, which is 209,505 people. SPSS
analytical method was used to analyze the data and get into the study findings.

After conducting the statistical analysis, it was concluded that there is an impact of
artificial intelligence on the quality of banking services according to the age variable,
in addition to the presence of an impact of artificial intelligence on the quality of
banking services according to the educational qualification variable.

One of the most important recommendations of the rudder was the necessity of setting

strict laws when using artificial intelligence in banking services to give greater
reliability when using them, designing the banking services that rely on artificial
intelligence in an easy — to use way that suits all the items of the sample and their
different educational levels, working on explaining the principle of operations of these
services, and providing a department for customer complaints when the customer faces
any problem using them.

Keywords: Artificial Intelligence, Quality, Banking Services, Customers.
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