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Abstract

The study aims to know the mediating role of organizational reputation in the
relationship between the quality of electronic banking services with its dimensions
(reliability, tangibility, responsiveness, safety, empathy) and its impact on customer
loyalty in Sudanese commercial banks in Khartoum State.

The problem of the study was summarized by answering the question: What is the
mediating role of organizational reputation in the relationship between the quality of
electronic banking services and customer loyalty? The study model and its hypotheses
were built based on previous literature, and previous studies were used in developing the
study's standards, where the soft probability sample was used to collect data . A number

C



of 200 questionnaires were distributed to the study sample of commercial bank clients in
Khartoum State, where the proportion of valid data for analysis was 100%. The
descriptive analytical approach was used, and the data was analyzed using the (SPSS)
program, and a set of statistical methods were used to test the credibility and reliability of
the data collected from The study sample, where the data were subjected to advanced
statistical tests.

The results of the study showed that there is a positive relationship between the quality
of electronic banking services and organizational reputation (partially supported), and
that there is a positive relationship between organizational reputation and customer
loyalty, and that organizational reputation mediates the relationship between the quality
of electronic banking services and customer loyalty (mediation is partially accepted. .(

Based on the results of the study, the results were discussed and several
recommendations were made, including: Sudanese banks should focus on quality of
service in order to win the loyalty of their customers, and they must provide security in
providing services to customers in order to win their loyalty, and also that banks should
pay attention to responding to customer requirements and meet their needs in a timely
manner. Determined, and that bank departments should develop a culture of service
quality among bank employees, and banks should focus on service quality in order to win
the loyalty of their customers, and also they must have a high conversation with
customers, respect them and put them at the forefront of their interests, and they must
also pay attention to raising awareness of the importance of applying quality Banking
service and its activation in Sudanese commercial banks.
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