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Abstract

This study aimed to : Introducing the reader to the fact that electronic scheduling programs are one of the

important and modern applications of information technology, which is currently used in developed western
countries, and there are many studies for it in foreign languages and it is rare to write about it in developing
.countries.

-Measuring the extent of the impact of electronic scheduling programs on improving service quality in the
Egyptian banking sector by applying to Egyptian government banks (National Bank of Egypt, Banque Misr,
.Banque du Caire).

- Building a tight enrichment program for electronic scheduling in these banks to improve the quality of

banking services provided to their clients

- Presenting a set of recommendations that benefit these banks in focusing on improving the quality of
banking service and achieving customer satisfaction through the application of electronic scheduling
.programs

- Submit a recommendation to these banks to complete the digital transformation program that they seek -
.through the application of electronic scheduling programs

Study method :The study used the descriptive analytical approach, and the research community consisted of
workers in government banks in Greater Cairo (Cairo, Giza, and Qalyubia), and included workers in the
three banks (National Bank of Egypt, Banque Misr, and Banque du Caire), and the study sample consisted of
384 individuals, and the sampling unit was In the employees of these banks with their following job ranks
(Branch Manager, Deputy Branch Manager, Customer Service Manager, Customer Service Personnel,
Director of Operations Department, Operations Department Staff, Treasury Manager, Treasury Department
Personnel, Credit Department Manager, Credit Department Staff, Supervisor of the Control and Accounting
Department) This is due to their close relationship with customers and their ability to know the effect of
electronic scheduling programs in improving the quality of the banking service provided to customers, and the
survey form was used as a tool to collect data, and data was collected and hypotheses tested using many
.statistical methods

Results of statistical analysis :Concerning the independent variable, which is (electronic scheduling), the

results reached a general trend towards approval in relation to its dimensions represented in (the use of
electronic scheduling applications in the bank - the employees *conviction of the ease of using the electronic
spreadsheet programs - the employees’ conviction of the usefulness of using the electronic scheduling
programs). (Improving service quality in the banking sector) to a general trend towards approval in relation
to its dimensions, which are (effectiveness and safety - access to service - tangible - handling customer
.(complaints

Study recommendations : The study reached a set of recommendations, the most prominent of which is

-That the banks under study rely on obtaining strategic information on advanced digital computers to serve
their strategic orientation

The information technology devices and equipment used by the bank’s employees must be characterized by
-multipurpose use

-That the bank strives to constantly update customer data and the information it has in order to make it more
.quality and useful for decision-making centers by applying the electronic scheduling database



-The bank’s management should be keen on the accurate implementation of the electronic scheduling in order
.to obtain the desired organizational results while reducing work burdens

-To develop home banking technology to connect between clients' personal computers and the bank's
computer network

-To develop the telephone banking technology in the telephone call center (hotline) so that it exceeds the
requirements of customers

-That the time taken by the employee to complete a single transaction with the customer is reviewed to reach -
.the standard time and for the queues to run in this bank quickly and without any obstacles

-And to hold educational seminars and training courses for bank employees whose mission is to train -
employees on how to use and apply electronic scheduling programs and to clarify the ease and usefulness of

.using them for them
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