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Abstract

This study aims to investigate the mediating role of customer trust in
the relationship between service quality and customer satisfaction for
commercial bank customers in Dakahlia Governorate. The study employed a
deductive approach and a quantitative research method to fulfill the research
objectives. A questionnaire was used to collect data from 384 banks’
customer. The structural construct equation method was used to investigate
the causal relationships between the research variables.

The study findings revealed that service quality has a significant
positive effect on customer trust. Also, there is a significant relationship
between service quality and customer satisfaction. Additionally, customer
trust has a significant positive effect on customer satisfaction. Finally,
customer trust mediates the relationship between service quality and
customer satisfaction.

Keywords: service quality, customer confidence, customer

satisfaction, commercial bank customers.

330



