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Abstract: This study aimed to explore the impact of automating banking services
on customer satisfaction and loyalty, with a focus on the National Omdurman
Bank in Sudan. The research followed a descriptive-analytical approach and
utilized a questionnaire to collect data from a sample of 83 customers of the
National Omdurman Bank. Using the SPSS software (version 25) for data analysis,
the results indicated a statistically significant positive effect ara 0.05 significance
level of banking service automation on customer satisfaction at Sudan National
Bank. Additionally, a significant positive effect was found on customer loyalty,
suggesting that automated services enhance customer satisfaction and positively
influence loyalty. The study also identified several factors affecting customer
satisfaction and loyalty, including service quality and security. Finally, the study
offered practical recommendations supported by procedural and
implementation mechanisms to improve banking automation in Sudanese banks,
focusing on developing automated banking services, raising awareness of e-
banking services, enhancing cybersecurity, and providing effective customer
support services.
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