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Abstract:

The study aimed to identify the impact of organizational commitment on improving the quality
of banking services in Saudi commercial banks in the city of Riyadh, the subject of the study.
The importance of the study lies in providing an in-depth understanding of the role of
organizational commitment in improving banking services, which helps banking departments
make decisions based on a scientific basis to improve service quality, especially since improving
the quality of banking services can lead to increased customer satisfaction, enhanced loyalty, and
increased market share for banks. Failure to achieve high levels of service quality can lead to
loss of customers and reduced profits.

The current study was conducted during the academic year (2024/2025AD). The study
population consisted of employees and senior administrators within the group of Saudi
commercial banks operating in the city of Riyadh. The study population consisted of (10) banks
and banks, all of which operate in the city of Riyadh. The researcher resorted to using the
appropriate sample method to limit the study sample, which numbered (269) respondents. The
questionnaire was distributed to the entire study sample, where (254) questionnaires were
retrieved, and after examining the questionnaires, (22) questionnaires were excluded from them
for being unsuitable for analysis. Thus, the number of questionnaires valid for analysis was (232)

guestionnaires, which represents (91.34%) of the total number of retrieved questionnaires.
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The study reached a set of results, the most important of which are: There is a statistically
significant effect of the dimensions of organizational commitment (Affective commitment,
Continuance commitment, normative commitment) on the quality of banking service at a
significant level (0<0.05).

The study recommended a set of recommendations, the most important of which are: The
necessity of strengthening organizational commitment in general and affective commitment in
particular, as it has a significant impact on improving employee performance, and working to
strengthen organizational commitment among bank employees due to its importance in

developing a distinguished service.

Keywords: Organizational Commitment, Quality, Banking Service Quality, Saudi Commercial
Banks.
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