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Abstract

The present study aims to measure the direct and indirect effects of knowledge
management on customer satisfaction through the mediating role of banking
service quality and the moderating role of digital communication platforms.
The study was applied to customers of commercial banks in New Damietta
City. A systematic random sampling technique was adopted, and a
questionnaire was distributed to a sample of (385) bank customers. The data
were analyzed using (SPSS V26) and (Amos V26) to test the research
hypotheses. The findings revealed a significant positive correlation among
knowledge management, banking service quality, digital communication
platforms, and customer satisfaction. Moreover, the results indicated a direct
effect of knowledge management on customer satisfaction, as well as a direct
effect of knowledge management on banking service quality. The study also
confirmed the significant direct effect of banking service quality on customer
satisfaction. Furthermore, the results highlighted the mediating role of
banking service quality in strengthening the relationship between knowledge
management and customer satisfaction, in addition to the moderating role of
digital communication platforms in this relationship. In light of these findings,
the study provided a set of recommendations to support decision-makers in
commercial banks in New Damietta, along with suggestions for future
research.
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