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Abstract

This study aims to shed light on the role of creativity and innovation in enhancing
the quality of banking services, with a particular focus on how new ideas and
innovative solutions contribute to improving bank performance and increasing
customer satisfaction.

The National Bank of Egypt was selected as a case study to assess its success in
leveraging modern technology and offering digital banking services. The findings
reveal a clear and positive impact of creativity and innovation on service quality,
especially amid the bank’s ongoing digital transformation. This transformation has
provided the bank with a competitive edge in the Egyptian banking sector.

The results highlight the importance of adopting new technologies and ideas within
the banking industry, as well as the need for continuous modernization to boost
efficiency, better meet customer needs, and foster ongoing development in the banking
work environment.
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