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Abstract

The study aimed to highlight the prospects for digital banking transformation in light of the national
digitalization strategy. This was done by discussing the theoretical framework of the strategy under study as
an inevitable option, reviewing the basic elements for achieving a successful digital transformation in the
banking sector, as well as studying the case of the Algerian People’s Credit Bank (CPA) agency in El Tarf
province, in addition to distributing a questionnaire to a selected sample of the agency’s customers to
measure their satisfaction with the digital banking services provided..

The study concluded that there was tangible progress in digital infrastructure and employee training
programs during the period (2020-2025). On the one hand, digital transformation directly contributed to
improving the efficiency of banking operations by reducing transaction times and employee effort, while
simultaneously enhancing service quality and customer satisfaction. Despite these achievements, the agency
faces several challenges, most notably: technical obstacles, cybersecurity risks, and resistance to change
among some employees and customers due to a lack of digital literacy. This led us to suggest the necessity
of continuous infrastructure upgrades and ongoing human resource development to ensure the sustainability
of digital success and enhance competitiveness.

Keywords: Digital transformation, national strategy, banking performance, service quality, CPA Bank.
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