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Abstract  

This study aimed to identify the role of digital transformation 

represented in (building a strategy, spreading the culture, qualifying 

human resources, technical and procedural requirements for digital 

transformation) in improving the level of quality of banking services for 

the public commercial banks under study. The study started from a 

major research questionnaire about how to improve the quality of 

banking services for the commercial banks under study through the 

dimensions of digital transformation. (150) questionnaires were 

distributed to the commercial banks under study, and the number of 

valid forms for the statistical analysis process was (127), with a rate of 

(84.67%). The study reached several results, the most important of 

which is that there is a statistically significant effectual relationship 

between the dimensions of digital transformation, which are the strategy 

of digital transformation, spreading the culture of digital transformation, 

qualifying human resources for digital transformation, technical and 

procedural requirements for digital transformation, to improve the 

quality of banking service - with its various aspects represented in 

tangibility, reliability, responsiveness, safety, empathy - presented 

within the public commercial banks in Egypt, and the study 

recommended at its end the need to focus on digital transformation in its 

various dimensions in order to improve the level of quality of banking 

services within the banks under study. 

 Keywords: digital transformation, service quality Banking, general 

commercial banks
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