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Abstract:

This study aims to explore the role of digital communication and its relationship
to improving the quality of services provided to insured individuals. To achieve
these objectives, we adopted the descriptive method, attempting to apply the
foundations of the structural-functional theory to our research. The data collection
was conducted using a questionnaire that covered four main axes.

The questionnaire was distributed to a purposive sample of 85 individuals out of
a total research population of 100 employees. After analyzing the responses and
processing them using SPSS (version 26) and employing statistical methods such
as frequencies and percentages, the data revealed that the National Social Security
Fund (CNAS) extensively relies on digital tools in managing its daily operations.
Employees reported frequent use of computers to accomplish administrative
tasks. Additionally, the study highlighted the widespread use of the "Chifa™ health
insurance cards and the CNAS Elhanaa website, which was considered an
effective tool for facilitating remote access to services.

The study confirmed a broad adoption of digital tools, with the CNAS agency
utilizing a diverse range of technologies including computers, printers, scanners,
electronic displays, health insurance cards, as well as the official website and
social media platforms. These tools were found to contribute significantly to
Improving administrative services and communication with clients.

Keywords: Role / Digital Communication / Service Improvement / Socially
Insured Individuals / National Social Security Fund (CNAS)
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