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Abstract

This study aims to highlight the importance of digital transformation in improving the
quality of banking services, through a qualitative descriptive analysis based on an
extended SERVQUAL model, which includes seven dimensions: tangibility, reliability,
responsiveness, assurance, empathy, information quality, and network assistance. The
analysis was applied to the case of the Caisse Nationale d'Epargne et de Prévoyance

(CNEP Bank biskra).

The theoretical part of the study addressed the concept of digital transformation, its
benefits, success factors, and the concept of banking service quality, along with the
relationship between both variables. The analysis results showed that digital
transformation has effectively contributed to improving service quality by reducing
waiting times, increasing reliability, and enhancing the overall customer experience. It
also helped build customer trust by offering more secure and user-friendly services,

despite existing challenges related to infrastructure and human resources.

The study concludes that digital transformation is not merely a technical option but a
strategic necessity for banks. It plays a vital role in enhancing service quality and keeping
pace with technological developments, while emphasizing the importance of continuous

training and the regular upgrading of digital systems to support this transformation

Keywords: Digital transformation, Improving the quality of banking services, CNEP
BANQUE.
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