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Abstract
This study aims to analyze and evaluate the impact of digitalization on service quality
within financial institutions, through a case study of the Regional Agricultural Cooperation
Fund (CRMA) in El Oued Province. To achieve this objective, the researchers adopted two
complementary methodologies: a descriptive approach, through which the theoretical
frameworks related to digitalization and service quality were explored; and a qualitative
approach, involving field interviews with employees of the studied institution, in order to assess
the actual influence of digital transformation on service performance, The study revealed
several key findings, most notably the availability of a specialized and integrated digital
infrastructure across various departments, which contributed to reducing manual administrative
burdens and enhancing service delivery efficiency. Furthermore, results indicated that
digitalization improved customer satisfaction and accelerated service processes through the
adoption of digital systems, self-service platforms, and interactive communication channels;
The study recommends continued investment in the development of digital infrastructure and
the training of human resources, alongside the expansion of digital communication channels
with clients.
Keywords: Digitalization, Service Quality, Financial Institutions, Regional Agricultural
Cooperation Fund , Digital Transformation.
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