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Abstract:

This study aims to analyze the level of FinTech adoption at the CPA Bank (Credit Populaire
d’Algériec) — Ghardaia Branch by examining the organizational, technological, human, and
behavioral factors influencing customers’ use of digital financial services. The study adopted a
descriptive-analytical approach and relied on interviews conducted with the branch manager

and several staff members.

The findings revealed a moderate level of FinTech adoption, with noticeable differences among
customer groups. Digital services are more widely used by younger and better-educated
customers, while others still prefer traditional banking methods due to security concerns,
limited digital literacy, and cultural factors. The study also showed that successful digital
transformation depends on effective internal policies, reliable technological infrastructure,

well-trained human resources, and continuous efforts to raise customer awareness and build



trust. Finally, the study proposed practical recommendations to enhance the use of FinTech

services and improve the quality of digital banking services.

Keywords:
Financial technology; digital banking services; Algerian Popular Credit Bank (CPA); Ghardaia
branch; organizational framework; technical infrastructure; human resources; customer

behavior.
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