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Abstract

The study aimed to analyze the impact of digital banking services on improving customer
experience at the National Bank of Iraq and measure the level of customer satisfaction with
the use of digital services at the bank, as well as study the challenges facing customers in
dealing with digital services and propose solutions to improve the user experience in addition
to evaluating the efficiency of digital banking services in facilitating banking operations and
enhancing the relationship between customers and the bank.

The study relied on the descriptive analytical approach and YV¢ questionnaires were
distributed to customers to collect the necessary data for analysis. The number of valid
guestionnaires was Y+ ¥ questionnaires that were used for statistical analysis.

The study concluded that simplifying and facilitating user interfaces and digital banking
services contributes directly to improving customer experience and increasing their
satisfaction, as well as enhancing security and privacy in digital banking systems and
services. This contributes directly to improving customer satisfaction and confidence in the
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services provided. When customers are able to complete their transactions quickly and
without delay, this increases their comfort and confidence in banking services, which play a
crucial role in significantly enhancing the customer experience.

The study recommended simplifying the process of activating digital banking services,
increasing the speed of response in banking applications, developing user interfaces in the
application and website, enhancing digital security through advanced encryption and
authentication technologies, and also increasing the efficiency of dealing with big data and

providing a customized experience.

Keywords: Digital banking services, customer satisfaction, customer experience, digital

security and efficiency, digital banking privacy.
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