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Abstract
This study aimed to analyze the impact of digitalization in the Algerian banking
sector on the quality of financial services, through a field study conducted on a
sample of commercial banks in the Wilaya of Tiaret. The research adopted both
descriptive and analytical approaches, relying on a questionnaire as the primary tool
for data collection, with statistical analysis performed using SPSS software. The
theoretical framework of the thesis discussed the concepts of digitalization, its
stages of development, and its key technologies, in addition to the concept of
financial service quality and methods of its measurement, before proceeding to
explore the relationship between digitalization and service quality.
In the practical part, three main hypotheses were tested: the effect of digitalization
on the speed of services, their reliability, and customer satisfaction.
The results revealed a positive and statistically significant impact of digitalization on
the improvement of financial service quality, particularly in terms of service speed
and customer satisfaction. The findings also indicated differences among the studied

banks in terms of the level of digitalization adoption.
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The study concluded with a set of recommendations aimed at strengthening the
digital infrastructure of Algerian banks and achieving better integration between
technological development and the human dimension in service delivery.

Keywords: Digitalization, Financial Services, Financial Service Quality, Customer
Satisfaction, Banking Efficiency.
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