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Study Summary:

This study aims to uncover the role of smart online customer service in improving service
quality within Algerian economic institutions, through a field study conducted at the Mobilis
company in the city of Ain Sefra, Naama Province. The focus was placed on a set of smart
services provided by the company, such as electronic payment, telephone service, personal
selling, and chatbot technology, as modern technological tools that contribute to enhancing
performance efficiency, meeting customer needs, and boosting interaction with them.

The study adopted a social survey methodology, and a questionnaire was used to collect
data from a purposive sample of 100 individuals. The results showed a noticeable level of
user satisfaction with the digital services provided, in addition to the company's ability to
keep up with technological advancements, improve work productivity, and enhance its
competitive capacity. The study also revealed an increasing awareness within the institution
of the importance of building a digital strategic vision based on the requirements of digital
transformation.

The study concluded that smart customer service is not only a means of improving

communication with the public but also represents a strategic pillar for developing the
institution and strengthening its position in the digital market.

Keywords:

Smart service, Mobilis company, digital transformation, electronic payment, job satisfaction,

institutional communication.
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Study Summary:

This study aims to uncover the role of smart online customer service in improving service
quality within Algerian economic institutions, through a field study conducted at the Mobilis
company in the city of Ain Sefra, Naama Province. The focus was placed on a set of smart
services provided by the company, such as electronic payment, telephone service, personal
selling, and chatbot technology, as modern technological tools that contribute to enhancing
performance efficiency, meeting customer needs, and boosting interaction with them.

The study adopted a social survey methodology, and a questionnaire was used to collect
data from a purposive sample of 100 individuals. The results showed a noticeable level of
user satisfaction with the digital services provided, in addition to the company's ability to
keep up with technological advancements, improve work productivity, and enhance its
competitive capacity. The study also revealed an increasing awareness within the institution
of the importance of building a digital strategic vision based on the requirements of digital
transformation.

The study concluded that smart customer service is not only a means of improving

communication with the public but also represents a strategic pillar for developing the
institution and strengthening its position in the digital market.

Keywords:

Smart service, Mobilis company, digital transformation, electronic payment, job satisfaction,

institutional communication.
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