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The impact of artificial intelligence technologies on the quality of banking services in Iraq:
The Abu Dhabi Islamic Bank experience as a model
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Abstract: The global banking sector is undergoing radical transformations due to
technological advancements in banking services. Artificial intelligence (Al)
technologies have become a cornerstone for improving service quality and
enhancing operational efficiency. These technologies contribute to providing faster,
more accurate, and more tailored services to customer needs, thereby increasing
satisfaction levels and helping banks achieve a competitive advantage. However,
Iragi banks still lag behind their Arab and international counterparts in adopting
these technologies due to challenges related to technological infrastructure, a lack of
expertise, and limited awareness of the importance of Al in banking operations. This
research sheds light on the impact of Al technologies on the quality of banking
services in Iraq, through a case study of Abu Dhabi Islamic Bank. The study focuses
on evaluating the expected benefits of implementing these technologies, such as
improving operational efficiency, accelerating response times, and reducing human
error, in addition to the challenges facing the implementation process. The research
relies on a questionnaire administered to employees of the commercial banks in the
sample. Data is collected to measure their awareness of Al capabilities, their
readiness to use these technologies, and their impact on their job performance.
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