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Abstract:

The digitization of banking services is a vital step towards improving customer
experience and enhancing their satisfaction. It enables banks to provide secure and easily
accessible services. This study aims to highlight the role of digitization through technological
innovation, specifically in the use of banking applications and electronic systems, which allow
customers to conduct financial transactions anytime and from anywhere.

Among the findings, precise data analysis shows that offering personalized services
better meets customers' needs, adds value to the customer, and enhances their loyalty to the
banking institution. There is a statistically significant positive impact of the digitization of
banking services on customer satisfaction. However, challenges such as security and data
protection remain key issues that banks must address to achieve a comprehensive and
effective banking experience.

Keywords: Digitalization, Banking services, Customer satisfaction, Applications and electronic
systems, Bank of Agriculture and Rural Development.

JEL Classification Codes : G20; 033.
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