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Abstract

This study aimed to determine the impact of digital marketing in improving the quality
of banking service based on two main variables: Digital marketing as an independent variable
measured based on the following dimensions: customer attraction, customer contact, customer
recognition, customer engagement, customer retention; and quality of banking service as a
dependent variable measured by: tangible, reliability, response, security, empathy. In order to
achieve the objective of the study, the questionnaire targeted customers of a sample of
Algerian banks. Data was collected using a random method. The sample included 487
Algerian bank customers, as well as an interview with a group of Algerian bank officials.

The practical part of the study relied on SPSS.v26 in applying the descriptive analysis
and used Smart-PLS.v4 in structural equation modelling using the partial least square method.
The most important result was that digital marketing affects the quality of banking services in
Algerian banks and that digital marketing with its dimensions has an impact on improving the
quality of banking service, as it is arranged as follows: customers identification, then
customer engagement, customer retention, customer contact, and customer attraction.. The
study also found that there are statistically significant differences in the quality of banking
services attributable to demographic variables.

Building on the findings, the study presented a series of proposals to support and
develop the concepts associated with the study area.

Keywords: digital marketing, quality of banking service, digitization, Algerian banks.
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