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Abstrac

This study aimed to identify the impact of Information and Communication Technology (ICT) on improving
customer service within Algérie Télécom in Ouargla. The study focused on highlighting the role of digital
technologies and communication tools in enhancing service quality and achieving customer satisfaction. It also
sought to examine the contribution of digital systems, data analysis, and modern communication technologies in
improving response speed, service accuracy, and strengthening the relationship between the companye. In addition,
the study contributes to enriching academic research related to service quality and customer satisfaction in Algerian
institutions. The study adopted the descriptive analytical method for the theoretical part and the inductive approach
for the field study. Several research tools were used, including questionnaires, interviews, and case studies. The
study sample consisted of customers and employees of Algérie Télécom in Ouargla. The study concluded that there
is a positive relationship between the use of ICT and the improvement of customer service quality. The findings also

revealed that technology contributed to faster processing of requests and complaints, as well as improving
communication with customers. Furthermore, network quality, service speed, and good reception were identified as
the most influential factors in customer satisfaction. The study also showed that continuous employee training and
the development of digital systems contribute significantly to improving service efficiency and institutional
performance.

Keywords: Information and Communication Technology, Service Quality, Customer Satisfaction, Digital
Transformation, Algérie Télécom, Digital Services.
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e Lefevre, Paul, Fintech et inclusion financiére , 2022.
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" Talebi. Hojjat & Bardsiri. Amid Khatibi . The Impact of Information Technology on Service Quality,
Satisfaction and Customer R elationship Management, Journal of Management Science & Engineering
Research(2023), 6(2). 24-31.

? Dubois, Marc, Intelligence artificielle et services bancaires, Mémoire de Master, Université Grenoble,

2023,
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! Lefevre, Paul, Fintech et inclusion financiére, Mémoire de Master, Université Lille, 2022.

* Dupont, Jean, L’impact de la fintech sur la qualité des services bancaires, Mémoire de Master,
Université Paris Dauphine, 2021.

Moreau, Claire, Les services bancaires électroniques et la qualité de service, Mémoire de Master,

Université Toulouse, 2021.
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! Martin, Sophie, Digitalisation et satisfaction client dans les banques islamiques, Mémoire de Master,
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* Bernard, Alain, Innovation technologique et performance bancaire, These de Doctorat, Université
Bordeaux, 2019

? Julius. OO « Assessment of Information and Communication Technology Management on Customer
Service Delivery in Nigeria Banking Industry. Centre for Advanced Research & Development.
(2019)y 5. casirmediapublishing.com

* Jarju. Aruna Jmpact des technologies de l'information et de la communication sur la performance

commerciale des entreprises(2006). IJIAS.
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e Acosta-Prado. Julio César & Tafur-Mendoza:. Arnold Alejandro.
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' Wang. Yiheng . Service Quality, Customer Satisfaction and Retention in an ICT Company, Social
Science and Humanities Journal2025. 9(05) 8009—-8020. sshjournal.com

*> Thomas Sule. Asipita, Effects of Information Communication Technology and Customer Service on
Customers’ Satisfaction, British Journal of Marketing Studies(2024.) 12(2). 43-59.

bjmsjournal.org
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! Acosta-Prado. Julio César & Tafur-Mendoza. Arnold Alejandro (). Influence of information and
communication technologies on customer satisfaction and increase in the number of customers, VINE
Journal of Information and Knowledge Management Systems2023.

* Mashaabi. Malak et al. Natural Language Processing in Customer Service: A Systematic Review, .
(2022) arXiv.

7 Lee, J., FinTech and Financial Inclusion, Article, Journal of Financial Innovation, 2022
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" Ahmad, S., Digital Banking and Customer Satisfaction, Master Thesis, University of Durham, 2021.
*Smith, R.., E-Banking Services and Service Quality, Master Thesis, University of Glasgow, 2020

 — The Effect of Information Technology, Competence, and Commitment to Service Quality and
Implication on Customer Satistaction, International Journal of Technology(2020).. ijtech.eng.ui.ac.id

* Hasan, Z., The Impact of FinTech on Banking Service Quality, Article, International Journal of
Banking Studies, 2020
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e Effects of Information Communication Technology and Customer
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' Carter, A, Digital Transformation in Islamic Banking, PhD Thesis, University of Oxford, 2020

* Jones, L., Technological Innovation and Bank Performance, PhD Thesis, University of Manchester,
2019.

? Sule. Asipita Thomas . Effects of Information Communication Technology and Customer Service on
Customers’ Satisfaction: A Study of the Courier and Parcel Industry in Nigeria, British Journal of
Marketing Studies2024. 12(2). 43-59. € bjmsjournal.org
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