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ABSTRACT

The study aimed to identify the role of social media through the dimensions of the Twitter
platform (formerly) “X” (currently) and the Instagram platform in influencing consumer loyalty
(trust, satisfaction and continuity) to Al Rajhi Bank - Arar in the Kingdom of Saudi Arabia. The study used
the descriptive analytical approach through a survey tool distributed to a random sample of the Arar region
and outside it.

The researcher used the Statistical Package for Social Sciences (SPSS) to analyze the survey tool, and
included descriptive statistical methods such as frequencies, percentages to describe the characteristics of
the study sample, averages and standard deviations to describe the study paragraphs, and the Cronbach
Alpha test to identify the degree of stability of the survey tool paragraphs. Simple and multiple regression
analysis was also used, and the T-Test test forindependent samples with two groups and the One-Way Anova

test for independent samples with three groups or more in order to test the study hypotheses.

The study concluded that social media has a role in influencing consumer loyalty, and that there are
no statistically significant differences between social media and loyalty at the level of (0.05) attributed to
the following variables (gender, age, educational qualification, number of years of experience, and city).

The study recommended that banks operating in the Kingdom of Saudi Arabia in general and
Al Rajhi Bank in particular should pay attention to enhancing loyalty by achieving consumer confidence
and satisfaction with the products and services provided by the bank. And increasing interest in treating
consumers according to personal concepts of the consumer’s self, due to its great importance in the
consumer’s sense of comfort and importance towards the bank and its banking services, and creating
a desire for him to continue dealing with the bank. It also requires social media companies to increase
the effectiveness of their content on social networks, by adhering to professionalism and credibility of

information about the products and services marketed to the consumer.

Keywords: Social media, consumer loyalty, Saudi banks.
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