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The Impact of Technological Innovation on Service Design: An Exploratory Study of a
Sample of Employees at the National Bank of Iraq

Abstract

Service design decisions constitute a pivotal strategic dimension of operations management, directly guiding
an organization’s operational activities. This study examines the role of technological innovation in service
design as an essential mechanism for identifying and aligning with customer requirements and service
preferences. Specifically, it addresses how technological innovation can be leveraged to fulfill customer needs
and alleviate existing operational burdens—most notably prolonged waiting times—resulting from current
service design limitations at the bank under study. Furthermore, the research evaluates whether adopting
technological innovations can foster more efficient and effective banking operations.The Iraqi National Bank
in Baghdad was selected as the empirical setting for this investigation, given its status as a prominent private
commercial bank in the city. Employing a descriptive-analytical approach, the study tests a framework of
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hypotheses through descriptive, inferential, and analytical statistical methods using SPSS (Version 27). Data
were collected via a structured questionnaire administered to a sample of 101 customers to assess current
banking service performance and customer expectations. The empirical model analyzes two primary
independent variables—product innovation and process innovation—and their impact on the dependent
variable, service design, conceptualized through five key dimensions: tangibility, reliability, responsiveness,
assurance, and empathy.The findings reveal a exceptionally high strategic emphasis on both technological
innovation and service design within the surveyed institution. A statistically significant correlation was
established between technological innovation and service design, with the former exerting a strong positive
influence on the latter. Additionally, customers prioritized the dimensions of tangibility and reliability over
other service attributes. However, the overall customer satisfaction index recorded only a moderate level,
signaling structural deficiencies in the bank’s service design—particularly given that international standards
necessitate high satisfaction levels to secure sustainable customer adoption. Finally, the empirical evidence
highlights that procedural complexity remains a major impediment to service acquisition at the bank.
Keywords: Technological Innovation, Product Innovation, Process Innovation, Service Design, Tangibility,
Reliability, Responsiveness, Assurance, Empathy.
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