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Abstract:

This study aims to examine the impact of digital customer experience on the intention to
reuse mobile banking applications in the Sultanate of Oman, through a comparative analysis
of Bank Muscat and Sohar International Bank. The significance of this research topic has
grown considerably in light of the accelerating digital transformation witnessed across the
banking sector, particularly in the aftermath of the COVID-19 pandemic, which prompted an
unprecedented reliance on electronic banking channels.

The study adopted a descriptive-analytical research design, employing a structured
questionnaire as the primary data collection instrument. The questionnaire was developed on
the basis of validated scales drawn from prior empirical studies, encompassing six
dimensions of digital customer experience and their relationship with reuse intention,
namely: perceived ease of use, perceived usefulness, security and privacy, service and content
quality, visual and interactive design quality, and technical support and customer service. The
questionnaire was administered to a random sample of 398 users of mobile banking
applications across both banks, with due consideration given to the representation of diverse
demographic segments.

Data were analysed using the Statistical Package for the Social Sciences (SPSS), employing
a range of statistical techniques, most notably multiple regression analysis and path analysis.
The findings revealed a statistically significant relationship between the dimensions of digital
customer experience and the intention to reuse mobile banking applications, with notable
variation in the magnitude of effect across dimensions. Visual and interactive design quality
emerged as the most influential predictor, recording the highest standardised regression
coefficient (B = 0.332), followed by service and content quality with a strong effect (f =
0.292), and technical support and customer service with a moderate effect (f = 0.188).
Conversely, the remaining three dimensions failed to attain statistical significance, including
perceived usefulness (B = 0.114), perceived ease of use (f =—0.018), and security and privacy
(B =-0.038).

The study further identified discernible differences in customer satisfaction levels between
the two banking applications, thereby offering valuable insights for financial institutions in
the Sultanate of Oman seeking to enhance their digital service offerings and foster customer
loyalty within an increasingly competitive landscape.
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