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ABSTRACT:

This study aims to study the contribution of digital transformation in improving banking
services, by focusing on the performance of digital transformation according to its dimensions,
which include providing the requirements for implementing digital transformation, digitizing
banking services and digitizing the customer experience, and its relationship and impact on
improving banking services and its dimensions. To achieve the study's objectives, a
questionnaire was used for customers of banks operating in Algeria, who have bank accounts
and use the digital services. The sample size reached 190 customers distributed across
several banks in Tipaza and Algiers. The study concluded that there is a strong positive
correlation between the implementation of digital transformation and the improvement of
banking services, where the correlation coefficient was (0.88. The results also showed that all
dimensions related to digital positively affect both the quality of banking services and the
quality of customer experience. Thus, digital transformation contributes to improving banking

services and raising enhancing customer satisfaction.

Keywords: Digital transformation, banking services, digital technologies, digital

services, customer experience, innovation.
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