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Summary: -

This study aims to examine the relationship between digital transformation and the activation of
customer relationship management (CRM) in the banking sector through a field study conducted at
Sahara Bank. The study seeks to highlight the importance of digital transformation and its role in
enhancing customer relationship management by improving customer loyalty, trust, and satisfaction in
light of rapid technological changes and increasing competition among banks.

The study adopted a descriptive-analytical approach, using a questionnaire as the main data collection

tool distributed to a sample of bank employees. Data were analyzed using the Statistical Package for
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Social Sciences (SPSS) to test the study hypotheses. Digital transformation represented the independent
variable, while customer relationship management—with its dimensions of loyalty, trust, and
satisfaction—represented the dependent variable.
The findings revealed that digital transformation plays a significant role in improving operational
efficiency and enhancing the quality of banking services. It also strengthens the relationship between
banks and customers through advanced digital communication channels and improved banking
experiences characterized by flexibility and speed. Furthermore, the results indicated that digital
transformation contributes to increasing customer satisfaction, loyalty, and trust, thereby enhancing
banks’ competitive advantage.
Keywords: Digital Transformation, Customer Relationship Management, Banking Sector, Customer
Satisfaction, Loyalty, Trust.
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