International Journal of
Financial, Administrative,
and Economic Sciences

(UFAES)
Vol. (4), No. (7)

uw aglall u 9al) ddaal)
dadlandy) g 4 1Y) 9

(7) 34 ¢(4) oY)

IJFAES
July 2025

a1 4ad )l Jlany) Jalhi L8 45 g4 9 ) cilaland) diad) s
i pan b AN 3ta e die ol Y et ding 1y g 3
3y Adyda (& (paad) )

é\)ﬂ\ ‘LM‘ ml;l\ G.JLAJE\}“J BJ\J:}“ :\:\E cZ\:\SJmAS\} Z._ALJ\ MLJ\ (-u..uﬂ

Israa_adm@uomustansiriyah.edu.iq
oaldial)
OV Al e el Juai¥) Balds & 4 g5l lleal) diail i e Capaill ) Ganall Cangy
& vl JMA (e ¢(Aprainall Juai¥l Ll dpelaia¥) Juaiy) Lali dgiyds gl Juaty) Lol Laslal
By dajh (67) aaaae al @Al s calarg e B 038l 1) G jean ) G380 e die o) T et
Alaaiuly agilila) calls 5 (A el Lial) (e il sleall 5 UL paad dpu ;) 31408 Llany) sl
bl i) 5 Aplead) Lol 8 lia) 8 (Smart- PLS4) zebis (spss v.28) Suas ! zali
apadl hall sVl Jaleas ¢(f2) Lilill ana g ((R?) aasil) Jaleay 4l 4paa¥ 5 4y Ll
Crana g I Jlai¥ dalis 6 43 g 5 1) Cllead) AaY il 0 s 5 Lgat | cilaliind 300 ) Canll Qa5
ol & )N (330 e Lgie Clua g Bac dasall 008 LS cdiaall e Hlidga 5 e 50l Al
S b Jadiy g o paaall 8 A g5l Dlleall dail Caua gy 5 ) Aals dandl Jind i 59 g
G el 2 g (A yeaal) ledall 8 ) Jaill (33 yha dda A skl i duanadiic dee (lad]
oball AL Calaal dagdl S Gpanal s Aaal) Y] Gl agh 3 Galalall <l a8y gkt Cangiiu
Al cllee 25 8 38l g g Y calall (s JalSall lascal
Ll N o peaa e )l JlatV) alds o) oo 3l Als ) oA g g 1) Cilalaal) 2aadf jdgalidal) cilalgt)

258

International Journal of Financial, Administrative and Economic Sciences, London Vol (4), No (7), 2025
https://doi.org/10.59992/1JFAES.2025.v4n7p9 E-ISSN 2977-1498



https://doi.org/10.59992/IJFAES.2025.v4n7p9

International Journal of
Financial, Administrative,
and Economic Sciences

(IJFAES)
Vol. (4), No. (7)

uw aglall u 9al) ddaal)
dadlandy) g 4 1Y) 9

(7) 2adi ¢(4) Yl

IJFAES
July 2025

The Impact of Robotic Process Automation on Digital Touchpoints in
the Customer Journey: An Analytical Study of the Opinions of a
Sample of Decision-Makers at Al-Rafidain Bank in Baghdad

Israa Shanan Thabet

Department of Financial and Banking Sciences, College of Administration and Economics, Al-
Mustansiriya University, Iraq
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Abstract

The research aims to identify the effect of Robotic Process Automation (RPA) on
digital touchpoints within the customer journey, in its dimensions (functional
touchpoints, social touchpoints, and community touchpoints), through surveying and
analyzing the opinions of a sample of decision-makers at Al-Rafidain Bank in
Baghdad city, totaling (67) individuals. A questionnaire was used as the primary tool
for data and information collection from the surveyed sample, and their responses
were analyzed using the statistical program SPSS v.28 and SmartPLS 4, to calculate
means, standard deviations, relative importance, coefficient of determination (R?),
effect size (f*), and simple linear regression coefficient. The study reached several
conclusions, the most important of which is the existence of an effect of Robotic
Process Automation on digital touchpoints within the customer journey from the
perspective of the research sample. The study also presented several
recommendations, including the need for decision-makers in the bank to adopt a
comprehensive strategy to enhance and employ Robotic Process Automation,
including the formation of specialized working committees concerned with
developing a roadmap for digital transformation in banking services, implementing
training programs aimed at developing employees' capabilities in understanding
modern automation applications, and including measurable objectives within the
strategy to ensure integration between the administrative and technical aspects in
executing automation processes.
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