2tppa il gl pagld] Al 521 sy gacel]
ol Sl Jladl odasd! 3,139
-yl -G guds ol Al
el psles Bl Ayaliatdl psle 1o lue 2 el psleg lmall (&yalazd V) aglall alS
e (38 FRETRRP
ligolly ol 2l s payaies

idUadl sloe!

(Ol ghe s
4 L)
@;Ma.uuuuu\gmuh‘,@\ Jeadll i

Sl A i) e gualil) cled

tope oSl Azl alol Lile il

il as,l (5) )

L o raae Olal dlasy
I as l)da @ alae Byusl Bac

Ladlie S el Bes (g

-02025 22024 : alad) agal)



s

515 (615 e e Suail @1 e 38T G @e33l &5 JUB5 b Jlad <l Jody
4 (19) GalBall alie § Eliasyy 415305 bUsyi Bl Jakl
B e 31 0981 3 ly dunally Jazdly Ble | A0S (Lo Y 2alS
el W domiag dilely dardr (e e 1S cllall qoy ) dmd 2yl
el 1 3l 48 pally wdall oy LliTs 3olall B Jas
J2g e d Sy aexlld
s @F (1 "B3ugd Bue 85381 8, a1 B3l (olsed) Al puaw
o 3Ll (3 Jlad <l Ggm Ose ps L il 1 Ljdomig Lelagmmdds Lide
Jaadl
s <l @al (Lilely Lz Byed 3 @aluo o S o) JSCAIL potans
Sleusdl Ole § pege Jazsg
ol G9als ol Aaalaet Gaully 5101 @B S S o)f Ligay ¥ LS
posall 2l e ozl Cadl gy JI Lals agy o0l el Jsall Jozms 39
Lialog ol oed ! it Lo o iy Ladls Lale LB g ol yudl Ly o
sliyly bl
DSd



I AP

desa L e cplayall Capal e Dlally 8ally canm )l sl Al s
T
sl O il (agdy WS S 1S cadlsll (g ST sl ol e IS )
Y ¢ Glady) 13 cboal (ol cjlis ciamy Caasls Al ¢t g
ceda S amy el piatin

LS el e saal ¢ ilea 31 pleall Lai e becpiaiall sally s



rd)all Jadla

a3 Gaopi Yead cApand) cleUadll (e apaall 5he e o ihall 3 el g U g
L) 48,511 038 Caags L LN syaad) Cldlaiallg dejldiall damglgiSal) ool Al ¢l
e Ol Aat Jalat (PIA e ¢l ilard 50U 835a Ao eyl Joatl) S Al )
)l Ay & Al 7 39eiS (SAA) bl elil) DSy Ao Sl aa e ity)

e OS) Agage liliind DS (e Ailase Ay ase e st dems zgie o slaeY) &
Ayl lsall (sSs dad cdnadl Aail) Al 355 (s Ll el cleiilyg ANS alaga
Aaadyl) ciliaial) alastiuly Aadjall cibasall g (Al Loy (S5

ailaye b Y Cols ANS cpalill didagl) A< al) b a8 Joarl) of bl el
Jealsilly e i) e Gagudlly ¢ g fSY) adall e daliall daad)ll ladll s Cus (g
o it (i (o gl anyell Lo a9 ASIY) anally gl Sy DS e G g
G ams Cigies ecliaiall Gams sdasg ¢gpgSall dagana o V) cdardl) Bagag Llaiu) Aoy
cJaliiy Jad ad) Ja3 3aiat alad Gloe JKE I3 Y ¢ bl daladll oo

st e s el ¢ Ul b ayl) Joatll ALald daasilfind) 35 89y Auahl) s
Beli (3 m Lea ¢ ALY (ool due gl clas (i cpaadiiall (oSl avent cdianl) Al
Gsad) Ladla (e g Lainalill ilaaal)
sdualidal) culalll)

SBal SAA (il Lay Auinalil) cilasdl) gpaalill ¢ Usd ¢ ) J gail



ABSTRACT

The insurance sector in Algeria, like many other service sectors, has witnessed a gradual
shift toward digitalization in response to rapid technological developments and evolving
customer demands. This research paper aims to study the impact of digital transformation on
the quality and efficiency of insurance services by analyzing the experience of online insurance,
with a specific focus on the National Insurance Agency (SAA) as a case study in the Tiaret
province.

The study adopts a descriptive-analytical approach supported by a field study based on
questionnaires directed at both the agency's employees and its clients. The research seeks to
assess the availability of digital infrastructure, the extent of human resource training, customer
satisfaction levels, and the main challenges related to the use of digital platforms.

The results indicate that digital transformation at the SAA agency in Tiaret is still in its
early stages, with digital services limited to electronic payments, online marketing, and
customer communication via SMS and email. While the findings show a relative improvement
in response speed and service quality, several obstacles remain—such as limited training, slow
platform performance, and customers’ reluctance to engage with digital services—which hinder
the achievement of a fully effective digital transformation.

The study recommends adopting a comprehensive digital transformation strategy in the
insurance sector based on improving infrastructure, generalizing specialized training, and
intensifying awareness campaigns for customers. Such measures would enhance service
efficiency and increase the attractiveness of the insurance market.

Keywords:
Digital transformation, Insurance sector, Insurance services,
Customer satisfaction, SAA, Algeria
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