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risk management — and measuring their relationship with
service quality dimensions based on the SERVQUAL
model. The study adopted a descriptive analytical approach,
collecting primary data through a questionnaire distributed
to bank employees and customers, and using SPSS for data
analysis and hypothesis testing. The results indicated a
statistically significant impact of banking governance
practices on the quality of banking services; applied studies
on Egyptian banks confirmed the role of banking
governance in improving service quality through risk
management 1, while a field study on Algerian banks
revealed a positive and statistically significant effect of
digital banking governance on the quality of electronic
banking services 2. Based on the findings, the study
recommended activating banking governance mechanisms,
integrating them into banks' operational strategies,
strengthening compliance and internal control, and
developing digital and IT governance in line with
international frameworks such as COBIT, in order to
enhance customer trust, protect depositors' rights, and
ensure the stability and sustainability of the banking sector.

Keywords: banking governance, banking service quality,
risk management, digital governance, customer satisfaction,
SERVQUAL.
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Abstract

This study aimed to examine the impact of banking
governance on the quality of banking services provided to
customers, by analyzing the main dimensions of governance
— transparency, accountability, fairness, responsibility, and
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