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Abstract
The study aimed to identify the impact of digitalization on the quality of banking
services from the customers' perspective, The problem of the study revolved around
the following question: What is the impact of digitalization on the quality of
banking services from the customers' perspective. The researcher relied on

employing the descriptive and analytical approach, a questionnaire was prepared to
serve as the primary tool for data collection, a total of 330 questionnaires were
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distributed, with 313 valid responses being used for analysis, the data were analyzed
using the Statistical Package for the Social Sciences (SPSS).

The study concluded that the bank uses two-factor authentication to access
customer account management through banking applications, allowing customers to
conduct their banking transactions within the scope of the bank's branches under
study. However, the bank faces challenges due to weak communication
infrastructure, which sometimes hinders customers from completing their
transactions. The study recommended the need for improvements in communication
infrastructure and modifications to the banking application functions to allow
financial transactions outside the bank branches.

Keywords: Digitalization, Banking Applications, Information Security,
Communication Infrastructure, Quality of Banking Services.
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