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Abstract:

This study aims to determine the role of digital transformation in improving the quality of banking services
through a field study conducted at the National Bank of Irag. The study examines the extent to which adopting
modern digital technologies, such as e-banking, smart applications, automated systems, and digital
communication channels, contributes to enhancing service efficiency, speed, accuracy, and security, as well as
increasing customer satisfaction. The study employed a descriptive-analytical approach, utilizing a questionnaire
distributed to a sample of bank employees and customers to gauge their opinions on the reality of digital
transformation and its impact on the dimensions of banking service quality.

Keywords: Digital transformation, banking service quality, e-banking, customer satisfaction, operational
efficiency, customer experience, financial technology.
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