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Study Summary:

In recent years, the banking sector has undergone a profound transformation driven
by digitalization and technological advancements, shifting from traditional methods
to electronic services based on the Internet and smart applications. This
transformation has improved banking performance, reduced operational costs, and
expanded communication channels with customers, directly influencing customer
behavior. The study aims to analyze the impact of electronic banking services on
customer behavior by identifying the nature of services provided, the level of usage,
and the existence of correlations and statistical effects between these services and
customer behavior. Findings indicate that electronic banking services contribute to
enhancing customer satisfaction, increasing loyalty, and ensuring continuity in the
relationship with banks, making them a strategic factor in improving the
competitiveness of financial institutions.

Keywords:

Electronic banking services, customer behavior, trust, security, ease of use, customer
satisfaction, loyalty, continuity.
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