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Abstract

In the modern banking environment, digital technologies have become a central tool for
delivering customer-oriented services. Their role has significantly expanded both globally and in
the Georgian context, where financial institutions are striving to meet rising customer
expectations for flexible, fast, secure, and personalized services. This master's thesis addresses this
dynamic environment and aims to analyze how the integration of digital technologies impacts
service quality, customer satisfaction, and loyalty in the case of the Bank of Georgia.

The research is based on a mixed-method approach. The quantitative component includes a
survey of 120 active users, conducted via an online questionnaire. The analysis assessed the
frequency of digital channel usage, ease of use, service speed, clarity of information, data security,
and overall satisfaction. The qualitative part is based on semi-structured interviews with Bank of
Georgia employees involved in the development of digital services and loyalty management.
These interviews were analyzed using thematic coding.

Quantitative results revealed a high frequency of mobile banking usage, with the majority
of users positively evaluating the simplicity, technical performance, and speed of services. Pearson
correlation analysis confirmed a significant positive relationship between perceived service
quality, customer satisfaction, and the intensity of digital channel usage with customer loyalty.
The qualitative analysis enriched these findings, revealing that digital initiatives are driven by
user feedback, data analysis, and are integrated into personalized loyalty systems.

The findings demonstrate that effective management of digital channels and a UX-focused
strategy significantly influence customer satisfaction and loyalty. Digital services are perceived
not only as a source of functional value but also as a means of developing emotional connection
between the user and the bank. The thesis shows that successful digital transformation in the
banking sector requires a synthesis of technological, behavioral, and strategic factors.

Keywords: digital technologies, service quality, customer satisfaction, loyalty, digital

transformation, mobile banking, Bank of Georgia, SERVQUAL.



