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Abstract:

This study aimed to examine the state of the digital divide and its
relationship with the performance level of digital public services at Algérie
Poste in the Province of Laghouat, as well as to identify the nature of the
relationship between the dimensions of the digital divide—namely access
to technology, digital skills and competencies, and the actual use of digital
technologies and services—and the performance of digital public services.
The study was guided by the following main research question: What are
the implications of the digital divide for public services in Algeria, and
what are the limits of these implications? To achieve the objectives of the
study, the descriptive method was adopted, alongside a case study of
Algérie Poste in the Province of Laghouat. A questionnaire was also used
as a data collection instrument and administered to a sample of the
institution's employees.

The findings showed that the digital divide in the field of public services is
not limited to the availability or absence of technology; rather, it
encompasses multiple dimensions related to the quality of access to digital
services, the level of digital skills and competencies required to use them,
and the extent to which actual use is transformed into effective benefits.
The results revealed a relatively acceptable level of access to technology
and digital services within the institution, while some disparities persist
among customers in their ability to access and benefit from digital services.

The findings also indicated that the institution's employees possess a
considerable level of digital skills and competencies, particularly in dealing
with digital services, assisting customers, and ensuring data and transaction
security. Nevertheless, the need for continuous training and adaptation to
technological developments remains evident. The results further revealed
a positive contribution of the use of digital technologies and services to
several indicators of public service performance. According to the
respondents' assessments, digitalization contributed to reducing customers'
need to travel to postal offices, shortening waiting times, accelerating the
completion of transactions, reducing pressure on service counters, and
improving customer satisfaction. However, the findings also revealed
disparities in the actual use of some digital services, indicating that the
availability of a service electronically does not necessarily mean that all
beneficiaries are equally able to use and benefit from it.



The study concludes that the digital divide in public services is a
multidimensional phenomenon that begins with access to technology,
extends to the acquisition of digital skills and the ability to use digital
services, and ultimately involves the capacity to derive actual benefits from
such use. Therefore, the success of digital transformation does not depend
solely on digitizing services and providing technological platforms, but
also on the ability of different groups to access, understand, use, and benefit
from these services. The descriptive findings also indicate that the overall
direction of the data is consistent with the main hypothesis of the study.
However, establishing the statistical and causal nature of this relationship
requires reliance on the results of inferential statistical tests. Accordingly,
the study recommends strengthening digital infrastructure, developing
continuous training programs for employees, simplifying digital services
and procedures, and providing support and guidance to groups facing
difficulties in using them. Such measures may contribute to reducing the
digital divide and enhancing the effectiveness and equity of digital public
services.

Keywords: Digital Divide; Digital Public Services; Digital
Transformation; Digital Access; Digital Skills; Digital Use; Public Service
Performance; Algérie Poste; Province of Laghouat.
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Total 48 100,0 100,0
Sk 3 Aal g Al Al CcdISEA) Ja o ol e Chal S
Frequency Percentl  Valid Percent- Cumulative
Percent
RENERTE 10 20,8 20,8 20,8
B 21 43,8 43,8 64,6
Valid 535354 11 22,9 22,9 87,5
. 6 12,5 12,5 100,0
Total 48 100,0 100,0
£a3a8 1) ladil) agd B (il 3 il glane DA pa (98l gal) Jalady S
Frequency Percenty Valid Percent Cumulative
Percent
ZUPTIVE 20 41,7, 41,7, 41,7
L Sy 17 35,4 35,4 77,1
Valid Ul 4 poas 8 16,7 16,7 93,8
B S Ay yraaas 3 6,3 6,3 100,0
Total 48 100,0 100,0
edlalaal) el 5 (b 3l ciliby dglany (plhgall (o g ¢ giual S
Frequency Percent  Valid Percent Cumulative
Percent
& 4 18 37,5 37,5 37,5
4 18] 37,5 37,5 75,0
Valid  Jaws 5ig 9 18,8 18,8 93,8
o 3 6,3 6,3 100,0
Total 48 100,0 100,0
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Frequency Percent] Valid Percent Cumulative
Percent
N 22 45,8 45,8 45,8
2¢4 16 33,3 33,3 79,2
Valid 2534 5 10,4 10,4 89,6
Cam 5 10,4 10,4 100,0
Total 48 100,0 100,0
04ad ) cilaadd) o il 3l Jd) (g 5 s
Frequency Perceny Valid Per-cent Cumulative
Percent
) ¥iq 13 27,1 27,1 27,1
L 17 35,4 35,4 62,5
Valid 2534 14 29,2 29,2 91,7
N 4 8,3 8,3 100,0
Total 48 100,0 100,0
S ) e ) b3l JAS e duadyl) cilesdl) e i
Frequency Perc-ent Valid F:ercent Cumulative
Percent
Toas 16 33,3 33,3 33,3
[FENR RV 26 54,2 54,2 87,5
Valid 1248 W s o 5 10,4 10,4 97,9
Ll ) 1 2,1 2,1 100,0
Total 48 100,0 100,0
S0 3 AT Baa o AL o il s
Frequency Percent  Valid Percent- Cumulative
Percent
7 s s gt 12 25,0 25,0 25,0
e s 23 47,9 47,9 72,9
Valid 1588 La yas o 9 18,8} 18,8 91,7
dadi e J 5 4 8,3 8,3 100,0
Total 48 100,0 100,0
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Frequency Percent  Valid Percent Cumulative
Percent
1S g 13 27,1 27,1 27,1
[SENERREIER 22 45,8 45,8 72,9
Valid =~ 2535a L il 10 20,8 20,8 93,8]
[PEWESIN 3 6,3 6,3 100,0
Total 48 100,0 100,0
fniglanl) Sl 4B oAb ) L) S (9 55 S
Frequency Percent Vali::l Percent Cumulative
Percent
S Jaail 13 27,1 27,1 27,1
Vs Jucadl 22 45,8 45,8 72,9
Valid RS 38 0 8| 16,7 16,7 89,6
5 S UadY) J 3 Y 5 10,4 10,4 100,0
Total 48 100,0 100,0
SOk calida clala 4l o 4ad 1) ciladdl) 3,08 ) gadi LS
Frequency Percent] T/alid Percent] Cumulative
Percent
[RIENEEEt 23 47,9 47,9 47,9
lgabana 18 37,5 37,5 85,4
Valid lpany 4 8,3 8,3 93,8]
AlS JSy Lenli Y 3 6,3 6,3 100,0
Total 48 100,0 100,0
S0 Ly o Ayl cilaadld) o il s
Frequency Percent  Valid F:ercent Cumulative
Percent
1 S Aliad 21 43,8 43,8 43,8
Ui dlind 18 37,5 37,5 81,3
Valid 2 sana la il 6 12,5 12,5 93,8
42 yi o 3 6,3 6,3 100,0
Total 48 100,0 100,0
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el Total
15030 e Jif 45 ) 3 30 o (38 Led 145
FEW
Sle ol LS55 5 53 Cas .~ Count 6 3 4 13
$a0a8 ) leadd) (e Baliiuy) " a9 within 42,9% 15,0% 28,6% 27,1%
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5
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3
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20
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| ‘533 Sl sl Baldi g g3 AuS

el Total
L 30 (e B 45 ) 20u 30 o4 G5 L L5
R
. Count 6 5 7 18
T exll%g within 42,9%| 25,0% 50,0% 37,5%
) ~ . A Count 5 10 1 16
ot Gl B s 3 S T o ithin 35,79 50,0 7,1%  33,3%
e 2 gaall “,_A.M | s giall
Tl )l leaddl 4, A Count 2 2 ° -
a2dl% within 14,3% 10,0% 42,9%| 20,8%
Count] 1 3 0 il |
A
% within 7,1%)| 15,0% 0,0% 8,3%
Count 14 20 14 48
Total o
a2dl% within 100,0% 100,0% 100,0% 100,0%
Crosstabulationdse®y) * $3aaal) duad 1) cliyaaill i) ga Ciual Ciss
FIY Total
Ol s 10 o S| il @l 51010
i Count] 13 6 19
Dol
428Y1% within 52,0% 26,1% 39,6%
- Count 6 10 16
Clipaaill G go Coomi as "7 4..38Y19% within 24,0% 43,5%  33,3%
AERTREN WO Count 3 7 10|
428Y1% within 12,0% 30,4% 20,8%
.. Count 3 0 3
4.28Y1% within 12,0%| 0,0% 6,3%
Count 25 23 48
Total . . -
438Y19% within 100,0% 100,0% 100,0%
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Aads Total
bl alsd oA s de L)
e Count 9 1 2 12
dada 5l1% within 34,6% 7,1%) 25,0% 25,0%
-~ Count] 13 8 6 27,
aa s e ol ) Caat (i T 44k 49 within 50,0% 57,1% 75,0% 56,3%
fhanid) daadll ) ¢ 50 30 . Count 2 3 0 5
P77 4k i within 774 21,4% 004  10,4%
Count 2 2 0 4
44l 419 within 7,7% 14,3% 0,0% 8,3%
Count] 26 14 8 48]
Total . . . o
4als 419 within 100,0%  100,0% 100,0% 100,0%
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Aads 4l Total
Al L alSq AR 5 A3 Gt )
( |
1448 s Count 9 5 4 18
44.ks 511% within 34,6% 35,7% 50,0% 37,5%
L Countj 11 3 2 16
Sl Al claasd) o il e gl 49 within 42,3% 21,4% 25,0% 33,3%
felbdl) e Lail) Count 4 5 1 10
dgana la il L
44ks 511% within 15,4% 35,7% 12,5% 20,8%
e Count] 2 1 1 4
4gaial L
44 Jlog within 7,7%) 7,1%) 12,5% 8,3%
Total Count 26 14 8 48
otal ..
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