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ABSTRACT 

This study focuses on the digital transformation of the banking sector and the emergence of data-driven decision-
making practices. In an environment marked by accelerating digitalization and increasing availability of 
information, banks are being forced to reconfigure their management methods, control systems, and decision-
making processes. The main objective of this research is to analyze how bank branch managers integrate data into 
their daily practices, identify the benefits of this evolution, and highlight the obstacles that may limit its scope. A 
qualitative approach was chosen to address this issue. Semi-structured interviews were conducted with branch 
managers and directors, then subjected to thematic analysis using NVivo software to identify discursive patterns 
and significant dynamics. This methodological choice makes it possible to gain a detailed understanding of the 
perceptions, experiences, and representations of the actors involved in digitalization, going beyond simple 
descriptive data to grasp the complexity of the phenomena observed. 
 
Keywords: Digital transformation; Data-driven; Banking management; Managerial innovation; Decision-making. 

INTRODUCTION 

Digital transformation is now a transformative phenomenon whose scale is permanently reshaping 
organizations, particularly in the banking sector. Far from being limited to the integration of technological tools, 
it is accompanied by a profound reconfiguration of business models, managerial practices, and value creation 
methods. Data, now regarded as a strategic resource on par with financial or human capital, plays a central role in 
this dynamic. The spread of analytical technologies, big data, artificial intelligence, and predictive analytics is driving 
a restructuring of decision-making mechanisms, based on the systematic and rigorous use of information. 

In the banking sector, this evolution is challenging traditional practices, which have historically relied on 
intuition, professional experience, and individual judgment. The emergence of data-driven decision-making 
practices is thus part of a broader movement toward the rationalization of management, grounded in quantitative 
analysis, informational transparency, and the objectification of strategic and operational choices. The adoption of 
this decision-making approach, however, is not merely a change in tools. It entails a far-reaching cultural, 
organizational, and human transformation that challenges skills, professional perceptions, data governance, and 
change management strategies. 
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This transition is not without its tensions. While academic research highlights the benefits associated with the 
use of data for decision-making—particularly in terms of managerial efficiency, organizational innovation, and 
overall performance—it also brings to light the difficulties related to the adoption of digital tools, the quality of 
available data, and resistance from stakeholders. Digital transformation is therefore an evolving process, the success 
of which depends as much on technological variables as on human and structural factors. It requires alignment 
between strategic vision, governance mechanisms, skills development, and professional cultures oriented toward 
learning and experimentation. 

In the Moroccan banking context, these challenges take on particular urgency. Financial institutions are facing 
accelerated digitalization, increased competition, and constantly evolving customer expectations, prompting them 
to rethink their management practices and decision-making processes. Bank branches serve as a prime vantage 
point for analyzing these transformations, as they represent the operational interface between global strategy and 
day-to-day practices. Studying how a data-driven culture is adopted within these structures thus allows us to 
examine the conditions for implementing effective digital management, the levers that promote the spread of data-
driven decision-making practices, and the obstacles that may hinder their establishment. 

The objective of this article is to rigorously examine the interactions between digital transformation, data-
driven decision-making practices, and banking management. Using a conceptual framework that integrates 
organizational culture, managerial innovation, decision-making effectiveness, and performance, the study 
empirically analyzes the mechanisms of data adoption within bank branches, identifies the key factors driving their 
dissemination, and discusses the resulting managerial implications. Through this approach, the research aims to 
contribute to a better understanding of contemporary changes in the banking sector in the digital age, while 
shedding light on the theoretical and practical challenges associated with the implementation of data-driven 
decision-making management. 
 

LITERATURE REVIEW 
 
The digital transformation of banking toward an open and decentralized model 
 

The digital transformation of the banking sector represents a major shift that is redefining traditional models 
and paving the way for more open and decentralized structures. Fintechs and neobanks have introduced a logic of 
disintermediation that undermines the monopoly of traditional institutions. Arner, Barberis, and Buckley (2016) 
view fintech as a new stage in the evolution of financial services, marked by increased modularity and 
fragmentation. This dynamic is reinforced by open banking, which mandates the sharing of customer data and 
fosters the creation of collaborative ecosystems. Zetzsche, Buckley, and Arner (2020) explain that open banking 
transforms the relationship between banks and customers into a triangular relationship involving multiple service 
providers. 

At the same time, decentralized technologies such as blockchain are helping to reshape banking infrastructures. 
Tapscott and Tapscott (2018) demonstrate that blockchain replaces institutional trust with distributed trust 
embedded in code, paving the way for more transparent and inclusive financial services. More recently, Ristanović, 
Primorac, and Mulović Trgovac (2025) emphasize that integrating blockchain into banking services in emerging 
economies increases efficiency and reduces transaction costs. 

Thus, modern banking is no longer limited to the digitization of existing services; it is moving toward a 
structural overhaul where openness, decentralization, and data utilization become strategic pillars. This evolution 
reflects a transition toward enhanced banking governance, where competitiveness depends on the ability to 
integrate digital innovations while meeting regulatory and security requirements. 
 
Data at the heart of strategy and value creation 
 

In today’s banking landscape, data is no longer viewed merely as an operational asset, but as a true strategic 
lever. It constitutes an essential intangible resource for competitiveness and innovation. Davenport and Harris 
(2007) argue that the intensive use of data transforms decision-making into an evidence-based analytical process, 
thereby enhancing organizational performance. This line of reasoning is further developed by McAfee and 
Brynjolfsson (2012), who assert that data-driven companies outperform their competitors in terms of productivity 
and profitability. 

In the banking sector, data utilization is part of a value-creation dynamic that goes beyond mere protection 
and compliance. Chen, Chiang, and Storey (2012) explain that data analytics not only optimizes internal processes 
but also creates new growth opportunities through service personalization. Similarly, Provost and Fawcett (2013) 
demonstrate that data science is a strategic tool for transforming raw information into a sustainable competitive 
advantage. 
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Thus, data becomes a central pillar of banking strategy, balancing protection, value creation, and innovation. 
It enables financial institutions to strengthen their governance, improve customer relationships, and develop more 
agile and inclusive business models. This evolution reflects a shift toward a paradigm where organizational value 
rests on the ability to transform information into actionable knowledge and strategic advantage. 
 
Digital transformation of management in pursuit of efficiency and innovation 
 

Digital transformation is profoundly changing managerial practices by introducing new tools and methods 
designed to increase efficiency and stimulate innovation. Brynjolfsson and McAfee (2014) explain that the digital 
revolution is forcing organizations to rethink their management models by integrating automation and data analysis 
to improve productivity. This line of reasoning is expanded upon by Bharadwaj et al. (2013), who argue that digital 
capabilities now constitute strategic resources enabling companies to develop sustainable competitive advantages. 

In the banking sector, the impact of digital technology is reflected in the optimization of internal processes 
and a reorganization of decision-making structures. Kane et al. (2015) show that managers must adopt an agile 
approach, capable of adapting quickly to technological changes and customer expectations. Similarly, Hess et al. 
(2016) emphasize that digital transformation is not limited to the introduction of new technologies, but involves a 
redesign of organizational models and leadership practices. 

Thus, contemporary management is defined by a dual imperative: pursuing operational efficiency through 
digital tools and fostering organizational innovation by integrating new collaborative approaches. This evolution 
reflects a transition toward augmented management, where competitiveness relies on the ability to leverage 
emerging technologies while cultivating a culture of innovation. 
 
Data culture in support of sustainable organizational performance 
 

Today, a data-driven organizational culture has emerged as a key determinant of sustainable performance. It 
is not limited to the adoption of technological tools but involves a profound transformation of mindsets and 
managerial practices. According to Davenport and Prusak (1998), an organization’s ability to transform 
information into actionable knowledge constitutes a key competitive advantage. This idea is expanded upon by 
Schein (2010), who notes that organizational culture shapes collective behaviors and determines the effectiveness 
of change processes. 

In the banking sector, the digital transformation of teams is becoming a strategic priority. McAfee and 
Brynjolfsson (2012) demonstrate that data-driven companies achieve better performance in terms of productivity 
and innovation because they base their decisions on tangible evidence rather than intuition. Similarly, Kiron et al. 
(2014) emphasize that a data-driven culture fosters more transparent governance and greater adaptability in the 
face of uncertainty. 
Thus, data culture is not merely a technical matter; it constitutes a foundational element of identity that underpins 
organizational performance over the long term. It enables financial institutions to strengthen their competitiveness, 
improve customer relationships, and develop more resilient and inclusive models. This evolution reflects a shift 
toward a paradigm where organizational sustainability relies on the integration of data into daily practices and 
strategic vision. 
 

RESEARCH METHODOLOGY ADOPTED 
 

This study on digital transformation and data-driven decision-making practices adopts a qualitative approach 
in order to examine in depth the dynamics that shape managerial effectiveness, organizational innovation, and 
organizational performance. The use of a qualitative approach is justified by the exploratory nature of the subject, 
which requires an understanding of the perceptions and meanings that stakeholders attribute to the use of digital 
tools and the integration of data into their daily practices (Creswell & Poth, 2018). 

The research field was located in the Moroccan banking sector, specifically in the Souss-Massa region. This 
choice is explained by the major economic and technological transformations taking place in this region, which 
provide a relevant framework for analyzing the impact of digitalization on managerial and decision-making 
practices. 

Data collection relied on semi-structured interviews conducted exclusively with managers and branch 
directors. These stakeholders were selected due to their central role in leading teams, implementing digital tools, 
and making strategic and operational decisions. This focus provided in-depth insights into the mechanisms of 
adopting a data-driven culture, the resistance encountered, as well as the concrete effects of digitalization on 
organizational performance and managerial practices. 
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Research question, hypotheses, and conceptual Model 
 

For this study, the research process was rigorously designed to ensure a strong link between the theoretical 
framework and the empirical analysis. The first step involved defining a clear research question and formulating 
specific hypotheses regarding the effects of digital transformation on managerial and decision-making practices. 
These hypotheses form the foundation of the investigation and guide both data collection and the resulting analysis 
(Creswell, 2014). 

The second step involved developing a conceptual research model. This model enabled a visual representation 
of the relationships between the key concepts studied: data-driven culture, managerial effectiveness, managerial 
innovation, organizational performance, and data-driven decision-making practices. It served as a structuring 
framework throughout the research, guiding the integration of qualitative data into a coherent framework. This 
methodological approach ensures a systematic exploration of the subject and strengthens the study’s validity by 
maintaining a constant connection between theoretical foundations and field observations. 
 
Research Question 
 

In a context where digital transformation is profoundly redefining the operational models of financial 
institutions, the ability of banks to effectively integrate advanced analytical technologies into their decision-making 
processes is becoming a major strategic challenge. However, this transition toward “data-driven” banking 
management raises significant challenges related to the structuring, governance, and reliable use of data, as well as 
the adoption of a data-oriented organizational culture and the implementation of change management tailored to 
new practices. Thus, the central question is: how can banks foster a data-driven culture and manage change 
to ensure their decision-making processes are reliable and effective in the digital age? 
 
Research Hypotheses 
 
In light of the theoretical contributions reviewed, it appears essential to structure the analysis around a set of 
hypotheses that allow for a precise examination of the effects of digital transformation on organizational dynamics. 
These hypotheses reflect the anticipated relationships between digitalization, managerial practices, data-driven 
culture, and performance, as identified in the literature. They thus constitute an analytical framework to guide the 
empirical study and verify the actual influence of digital transformation on key dimensions of organizational 
functioning. The proposed hypotheses are presented below. 
 

a.    Digital transformation → Data-driven Decision-Making 
Digital transformation is profoundly changing the way organizations structure their decision-making processes by 
placing data at the heart of management practices. This shift is driven by the growing integration of advanced 
technologies, such as predictive analytics, artificial intelligence, and big data, which help support, accelerate, and 
objectify decision-making. In this context, data-driven decision-making practices have become a natural extension 
of digitalization, offering organizations the ability to leverage growing volumes of data to improve the accuracy 
and relevance of their strategic and operational choices (Gul & Al-Faryan, 2023). 
The benefits associated with these practices are well documented. Organizations engaged in digital transformation 
are able to optimize resource allocation, anticipate market trends more accurately, and enhance their overall 
performance across sectors as diverse as finance, industry, education, and project management (Paucar et al., 2025). 
The transition to a data-driven decision-making approach, however, is not merely a technological change: it also 
involves organizational and cultural transformations. Indeed, the adoption of digital tools and the effective use of 
data require appropriate governance, an internal culture conducive to analysis, and leadership capable of supporting 
teams through this evolution (Grimaldi et al., 2025). 
Furthermore, challenges related to data quality, infrastructure costs, cultural resistance, or a lack of data literacy 
skills can hinder the adoption of truly data-driven practices. These obstacles demonstrate that digital 
transformation must be viewed as a systemic process, linking technology, organization, and human capital 
(Ghafoori et al., 2024). When carried out consistently, it enables a virtuous hybrid of analytical capabilities and 
human judgment, strengthening the organization’s decision-making maturity. 
Thus, to the extent that digital transformation creates the technological, structural, and cultural conditions 
necessary for the rise of data-driven decision-making practices, it is expected to have a positive influence on their 
adoption. We therefore formulate the following hypothesis: 
H1: Digital transformation has a positive influence on the adoption of data-driven decision-making 
practices within organizations. 
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b.    Digital transformation →  Managerial effectiveness 
Digital transformation has a profound and multifaceted impact on managerial effectiveness, redefining the very 
nature of leadership and managerial practices. Indeed, the integration of advanced technologies such as artificial 
intelligence, big data, cloud computing, and automation is changing not only decision-making processes but also 
the skills required to steer these transformations (Alrousan et al., 2025; Ligonenko, 2025). This technological 
evolution requires managers to constantly adapt their expertise, particularly in the areas of change management, 
team engagement, and innovation, which are key dimensions of organizational performance (Paspalj, 2025). 
Digital tools facilitate faster and more accurate decision-making, based on reliable data accessible in real time (Yang, 
2025; Dabetić, 2024). This increased availability of information helps enhance managers’ transparency and 
responsiveness to market shifts, thereby fostering the organizational agility essential in a constantly evolving 
economic environment. However, managerial effectiveness is not limited to the technical implementation of digital 
tools. It also relies on managers’ ability to develop visionary leadership capable of anticipating technological 
challenges and fostering a culture of innovation within teams (Paspalj, 2025; Fernández-Vidal et al., 2022). 
Furthermore, digital transformation underscores the need for dynamic skills and talent management, which 
includes continuous training and supporting employees as they adapt to new tools and ways of working (Heubeck, 
2023). This dynamic fosters a redefinition of managerial roles toward greater autonomy and decentralization, 
thereby enabling better utilization of the potential offered by digital technologies (Yang et al., 2024). However, this 
transition also presents challenges, notably resistance to change and cybersecurity issues, which must be addressed 
through an integrated and proactive management strategy (Dabetić, 2024). 
Thus, the relationship between digital transformation and managerial effectiveness is one of interdependence: 
technology alone does not guarantee effectiveness, which depends above all on the quality of management and the 
ability of organizations to support this transition. In this sense, the hypothesis that digital transformation improves 
managerial effectiveness is justified by the interplay between technological innovations and the development of 
managerial skills, a prerequisite for optimizing business performance and competitiveness. 
We therefore formulate the following hypothesis: 
H2: Digital transformation contributes to the improvement of managerial effectiveness. 
 

c.    Digital transformation →  Managerial innovation 
Digital transformation is now a key driver of managerial innovation, fundamentally redefining traditional 
management models and approaches to value creation. The integration of advanced technologies such as artificial 
intelligence, big data, cloud computing, and the Internet of Things goes beyond simply modernizing work tools; it 
transforms the very foundations of decision-making processes, collaboration methods, and organizational 
structures. By establishing new technological and cultural benchmarks, digital transformation paves the way for 
more agile, cross-functional management practices focused on continuous learning. 
The mechanisms through which digital transformation stimulates managerial innovation are manifold. It fosters 
the emergence of new business models, the reconfiguration of organizational structures toward greater agility, and 
the decentralization of innovation processes, enabling a more fluid flow of knowledge within organizations and 
beyond their boundaries (Appio et al., 2021). Furthermore, digital transformation encourages experimentation, 
risk-taking, and organizational learning, thereby strengthening teams’ ability to adapt in a context of high 
uncertainty (Paspalj, 2025). 
However, the managerial innovation driven by digital transformation can only be fully realized if certain conditions 
are met. The development of digital skills, the establishment of a culture of innovation, investment in technological 
infrastructure, and the adaptation of governance mechanisms are key success factors (Chen et al., 2024; Ancillai et 
al., 2023). At the same time, organizations must overcome significant challenges, such as resistance to change, the 
growing complexity of digital environments, data protection requirements, and the need to mobilize 
transformational leadership capable of guiding teams through this transition (Biletskyi, 2025). 
Companies capable of fully leveraging these digital dynamics see tangible effects on their performance, the quality 
of their innovations, and their sustainability. Enhanced agility, advanced data utilization, and the ability to anticipate 
market shifts contribute to increasing the overall competitiveness of organizations engaged in managerial 
innovation initiatives supported by digital transformation (Chen et al., 2024; Bresciani et al., 2021). 
In this context, digital transformation thus emerges as an essential catalyst for managerial innovation, creating an 
environment conducive to the reinvention of management practices, experimentation, and continuous adaptation. 
We therefore propose the following hypothesis: 
H3: Digital transformation promotes the development of managerial innovation. 
 

d.    Digital transformation →  Data-driven culture 
Digital transformation is closely linked to the emergence of a data-driven culture, as the digitization of 
organizational processes significantly increases the availability, quality, and diversity of data that can be leveraged 
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in decision-making. By reorganizing internal operating methods and the tools used, digital transformation creates 
an environment conducive to the systematic use of data, while requiring an evolution in managerial and cultural 
practices to fully leverage it (Ghafoori et al., 2024; Deep, 2023). Thus, the transition to a data-driven culture cannot 
be separated from the technological transformations that underpin it. 
Organizational culture is a central determinant in this process: organizations capable of valuing experimentation, 
collaboration, and continuous learning are better able to integrate data into their decision-making routines and 
foster effective digital governance (Ghafoori et al., 2024). The work of Arsal et al. (2022) and Butt et al. further 
highlights that leadership and internal communication play a key role in embedding a data-driven mindset, by 
encouraging the adoption of digital tools and reducing cultural resistance. Digital transformation therefore requires 
not only technological investments but also a profound shift in employees’ perceptions, behaviors, and practices. 
The development of data literacy represents another essential pillar of the link between digital transformation and 
a data-driven culture. The increase in available data is meaningful only if employees possess the necessary skills to 
understand, analyze, and integrate it into their daily activities. Organizations must therefore promote continuous 
training programs, support the development of analytical skills, and encourage cross-functional collaboration to 
create a truly data-oriented organizational fabric (Arsal et al., 2022; Trushkina et al., 2020). These efforts help 
reduce barriers related to resistance to change and strengthen the adoption of digital tools. 
However, establishing a data-driven culture as part of digital transformation comes with significant challenges. 
Organizations must address issues of data quality and governance, ethical concerns and information security, as 
well as persistent cultural barriers (Ramadhani & Utami, 2025). Top-performing companies are therefore 
developing robust technological infrastructures, investing in data governance, and adopting hybrid approaches that 
combine managerial judgment with systematic data analysis to maintain decision-making flexibility in complex 
environments (Yang, 2025). 
From this perspective, digital transformation emerges as an essential catalyst for the deployment of a data-driven 
culture, by providing the tools, processes, and organizational conditions necessary for the strategic use of data. The 
hypothesis that digital transformation fosters the emergence and consolidation of a data-driven culture is thus fully 
justified: by transforming practices, skills, and cultural norms, digitalization amplifies organizations’ capacity to 
innovate, anticipate, and adapt, thereby enhancing their agility and overall performance. 
The increasing digitization of organizations places data at the center of decision-making processes. Hence the 
formulation of the following hypothesis:  
H4: Digital transformation reinforces the establishment of a data-driven organizational culture. 
 

e.    Digital transformation →  Organizational performance 
Digital transformation is now a key driver of organizational performance, as it fundamentally reshapes internal 
processes, coordination methods, and value creation models. By integrating advanced technologies and digitizing 
operations, organizations enhance their operational efficiency, innovation capacity, and responsiveness to 
competitive dynamics (Daud, 2024; Rahman et al., 2024). These technological advancements increase productivity, 
improve customer satisfaction, and accelerate decision-making, thereby contributing to a sustainable competitive 
advantage for companies committed to coherent digital strategies (Chauhan et al., 2025). 
The positive impact of digital transformation on performance, however, depends on organizations’ ability to 
effectively manage the changes it entails. Research highlights that the benefits are neither automatic nor uniform: 
they vary depending on the company’s size, industry, organizational culture, strategy, and ability to drive change 
(Alkhazali et al., 2025). Challenges related to investment costs, resistance to change, risk management, or the quality 
of implementation can limit the expected performance improvements (Ramadhani & Utami, 2025). In this context, 
strong leadership, a clear strategy, and proactive change management emerge as essential levers for optimizing 
organizational outcomes (Qiao et al., 2024). 
The mechanisms through which digital transformation improves performance are numerous. Task automation, 
data integration and utilization, improved collaborative processes, and personalized customer experiences are 
essential drivers of value creation (Wang & Zhang, 2024). Furthermore, organizational agility and big data 
capabilities play a key mediating role by enabling companies to adapt quickly to technological changes and market 
needs (Chauhan et al., 2025). 
Thus, digital transformation emerges as a powerful driver of performance for organizations, provided it is 
accompanied by a clear strategy, a culture of innovation, and effective management of resources and skills. When 
carried out in a structured and proactive manner, digitalization enhances agility, stimulates innovation, and 
sustainably improves competitiveness. From this perspective, it is appropriate to formulate the hypothesis that 
digital transformation has a positive impact on organizational performance.     
H5: Digital transformation has a positive impact on organizational performance. 
 
 



 Journal of Cultural Analysis and Social Change, 11(2), 342-356 

348  © 2025 by Author/s 

Conceptual model 

 
Source: Authors 
 
The proposed conceptual model examines the central role of digital transformation as an explanatory variable 
influencing several key dimensions of organizational functioning. It posits that the digitization of processes, tools, 
and practices has a direct impact on data-driven decision-making practices, managerial effectiveness, managerial 
innovation, a data-oriented organizational culture, and organizational performance. These five variables reflect the 
main levers through which digital transformation reconfigures the internal dynamics of organizations, 
simultaneously altering decision-making modes, management capabilities, innovation approaches, and cultural 
foundations.  
This model thus allows for structuring the scientific analysis around clearly defined theoretical relationships, with 
the aim of understanding how digitization shapes managerial practices and organizational outcomes. 
 
Development of the interview guide and data collection:  
 
As part of this qualitative study, a semi-structured interview guide was developed to collect in-depth data from 
bank managers and branch directors. The use of semi-structured interviews was chosen due to their ability to 
combine structure and flexibility: this method allows for the coverage of all essential topics while giving participants 
the freedom to elaborate on their perceptions, experiences, and practices within the specific context of the banking 
sector.  
The development of the interview guide was based on the literature review, the study’s objectives, and the variables 
of the conceptual model. The questions were organized around five main themes: the implementation of digital 
transformation within branches; decision-making practices and data usage; management effectiveness and styles; 
managerial innovation practices; and data-driven culture and organizational performance. Open-ended questions 
were formulated to encourage spontaneous discussion, accompanied by follow-up questions to clarify certain 
points or explore topics deemed relevant in greater depth. This structure ensures analytical consistency while 
respecting the uniqueness of each participant. 
Data collection was conducted with a sample of 28 managers and branch directors who are operationally involved 
in the banking sector’s digitalization processes. The interviews were conducted in person at the branches or, when 
necessary, via videoconference depending on the participants’ availability. Lasting an average of 45 minutes to one 
hour, they were recorded with the interviewees’ prior consent and then transcribed in full to ensure the rigor of 
the qualitative analysis. 
 
 

Figure 1: Conceptual model 



Journal of Cultural Analysis and Social Change, 11(2), 342-356 

© 2025 by Author/s  349 

Data analysis 
 
Data analysis is a central step in any qualitative research process, as it is at this stage that the collected information 
truly takes on meaning. As Miles and Huberman (1994) point out, this work involves moving from raw material, 
in this case, interviews conducted with bank managers and branch directors, to a clear and usable structure, paving 
the way for rigorous interpretation. The goal is to organize the statements, identify key ideas, and articulate them 
in a way that helps us understand how the participants experience and perceive digital transformation in their 
professional environment. 
In this study, which examines changes in banking management in the face of digitalization and the rise of data-
driven decision-making practices, thematic analysis is a natural choice. According to Braun and Clarke (2006), this 
method allows for the identification and structuring of recurring themes in the discourse, while linking them to 
existing conceptual frameworks. It thus offers a particularly relevant tool for exploring how managers integrate 
digital technologies, adapt their management styles, and transform their decision-making practices within an 
increasingly data-driven framework. 
The analysis was constructed through a constant back-and-forth between the collected testimonies and the 
concepts employed, making it possible to highlight the organizational mechanisms, cultural shifts, and new 
managerial reflexes associated with the digitalization of the banking sector. This approach sheds light on how 
digital transformation concretely influences daily practices, decision-making responsibilities, and internal dynamics 
within branches. 
Finally, the entire process is grounded in an abductive approach, which involves continuously linking field 
observations with theoretical contributions (Dubois & Gadde, 2002). This approach, rooted in the experiences of 
those involved and informed by the scientific literature, ensures a detailed and nuanced understanding of the 
changes that are currently redefining banking management in the digital age. 
 
Presentation of the collected data 
 
The analysis of data from the semi-structured interviews serves as the starting point for this section, which is 
devoted to the presentation and interpretation of the results generated using NVivo software. Once the statements 
from bank managers and branch directors have been coded and organized according to a rigorous thematic 
structure, the analysis aims to highlight the salient trends and underlying dynamics associated with digital 
transformation and the emergence of data-driven decision-making practices. This work allows for the 
systematization of the perceptions, experiences, and representations articulated by the participants, while linking 
them to the selected theoretical concepts and initial hypotheses. The goal is thus to offer an enriched and nuanced 
analysis of the managerial mechanisms and cultural shifts observed, before comparing these empirical findings 
with the insights from the literature to better shed light on the ongoing transformations in banking management 
in the digital age. 
 
Data Analysis 
 
Data analysis plays a central role in this research, as it aims to provide an in-depth understanding of how digital 
transformation is reshaping managerial and decision-making practices within bank branches. Based on semi-
structured interviews with managers and branch directors, the data was meticulously transcribed and then analyzed 
using NVivo software, enabling a systematic and rigorous thematic structuring. This approach aims to identify the 
perceptions, behaviors, and organizational logics that emerge in response to increasing digitalization and the spread 
of a data-driven culture. The analysis thus highlights the key dynamics and underlying mechanisms shaping the 
evolution of banking management, while providing a solid foundation for interpreting the results in light of the 
theoretical framework employed. 
 
Manual thematic analysis 
 
Manual thematic analysis is a rigorous qualitative method that allows for in-depth exploration of textual data to 
identify meaningful patterns. It is based on a structured process, familiarization, coding, and synthesis of themes, 
that takes into account the cultural and organizational context, thereby offering a nuanced understanding of the 
data (Nowell et al., 2017). This approach is particularly well-suited to capturing the subtleties and complex 
dynamics, often invisible in quantitative analyses, by giving a voice to the participants and revealing the underlying 
social and cultural dimensions. 
The analysis highlights a crucial initial aspect: the adoption and integration of data at the heart of organizational 
practices, revealing how these are gradually establishing themselves as a central lever in decision-making processes. 
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This evolution is driving a profound transformation of managerial roles and competencies, where managers must 
now adapt to a data-driven environment by adopting more collaborative and agile practices. Consequently, these 
organizational changes have tangible impacts on the overall performance of organizations, strengthening their 
resilience and competitiveness in the face of contemporary challenges. 
The findings confirm that the systematic integration of data promotes more objective and informed decision-
making, while the shift in managerial practices toward innovation and flexibility enhances teams’ adaptability. 
Furthermore, the synergy between these factors contributes to significantly improving organizational performance 
in terms of efficiency, innovation, and competitiveness. This analysis, through its interpretive nature, has revealed 
cultural and contextual nuances specific to the organizations studied, thereby enriching our understanding of the 
underlying dynamics (Al-Fattal & Singh, 2025). These insights have served as a solid foundation for the 
development of a relevant conceptual model grounded in empirical reality. 
 
Thematic Analysis Using NVivo 
 
To analyze the qualitative data, we chose to use NVivo, a tool that greatly helped us structure and organize the 
information we collected. This software allowed us to code the data clearly and methodically, while maintaining an 
overall view of the ideas that were emerging. But beyond this tool, it was above all our careful observation that 
allowed us to understand the nuances, make connections, and give meaning to the data. This combined approach 
provided us with a rich and in-depth understanding, essential for revealing the true dynamics present in our study. 
 
Word density analysis 
 
Thematic interviews highlighted the key dynamics and perceptions related to digital transformation and data-driven 
decision-making in the banking sector. The results underscore the importance of several essential dimensions, 
notably coaching, support agencies, and collaborative practices, which foster the adoption and effectiveness of 
digital initiatives. 

Source: Output NVivo 12 
 
Coaching emerges as a key driver for helping teams embrace digital tools and adapt to evolving management 
practices. Whether focused on the team, the individual, or delivered as training, it aims to unlock intuition and 
strengthen skills, thereby fostering a gradual and personalized adoption of technologies. 
The support agency plays a structuring role by providing an organized framework based on intensive interaction 
and continuous support. It helps structure innovation efforts around specific, motivated, and collaborative actions, 

Figure 2:The words most frequently used by the interviewees 
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such as holding relationship-building and sales meetings, that stimulate stakeholder engagement and facilitate the 
implementation of initiatives. 
Furthermore, collaborative and managerial practices are at the heart of the transformation, with a particular focus 
on improving organization, practices, and results. This aspect is reinforced by a proactive planning and monitoring 
approach, incorporating automatic alerts and scoring tools that optimize real-time decision-making. 
The role of younger generations and new data-driven approaches is also highlighted, particularly through their 
ability to incorporate new satisfaction metrics and tackle complex challenges using an agile and continuous 
approach. This integration fosters the adoption of a digital culture grounded in reliable data and predictive analytics. 
In summary, this analysis highlights the interdependence of human, organizational, and technological factors in 
the success of digital transformation in the banking sector. The effectiveness of these transformations relies on a 
harmonious balance between personalized coaching, structured support, innovative collaborative practices, and 
the adoption of data-driven solutions. These interactions serve as powerful levers for enhancing banks’ 
competitiveness and agility in an environment undergoing rapid digital transformation. 
 
Word importance by density 

Source: Output NVivo 12 
 
The keyword cloud highlights the profound transformation of banking management in the digital age, with a strong 
emphasis on the emergence of a data-driven decision-making culture. The size of the words reflects their frequency 
of appearance in the interviews, highlighting the key concepts that shape this evolution. Terms such as 
"monitoring," "employees," "tools," "data," and "training" stand out, indicating that the adoption of digital tools 
and team engagement are at the heart of current managerial practices. 
There is a strong correlation between the concepts of “digital,” “decisions,” and “customers,” illustrating that 
digitalization now guides decision-making processes to better meet the expectations of banking customers. The 
importance of dashboards and alerts shows that data is a fundamental lever for driving performance and ensuring 
greater responsiveness in a competitive environment. 
The role of “teams” and “training” is also highlighted, underscoring that building employees’ skills is essential for 
a successful transition to a data-driven culture. Terms such as “coaching,” “resistance,” and “support” underscore 

Figure 3:WordCloud 
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the human challenges associated with this change and the need for adapted management to foster the adoption of 
new practices. 
Furthermore, the words “planning,” “organization,” and “priorities” indicate that structuring work around data is 
a strategic priority for improving productivity and day-to-day decision-making. Finally, the presence of concepts 
such as “innovation,” “performance,” and “projects” underscores that digitalization in the banking sector is viewed 
as a driver of continuous improvement and adaptation to market changes. 
 
Associations and connections between the words used by the interviewees: 

Source: Output NVivo 12 
 

The concept map highlights that a data-driven approach is part of a broader transition toward a digital culture 
within banking agencies. The left side of the diagram shows that this digital culture is a necessary foundation, but 
that its adoption remains uneven. While some teams are open and motivated, resistance from experienced or older 
employees still hinders the full integration of digital tools. This situation underscores the importance of managerial 
support, particularly through training and raising awareness of the benefits of technology. 
The figure also indicates that the development of a digital culture aims to gradually support data-driven 
management. Innovations such as the automation of dashboards, real-time monitoring of indicators, or improved 
reporting are concrete levers that facilitate the shift toward performance- and responsiveness-focused 
management. 
The right side of the diagram, however, reminds us that this transformation cannot occur at the expense of human 
judgment. The respondents emphasize the need to preserve relational experience and business expertise, which 
are considered essential in the banking context. Thus, the adoption of a data-driven culture is perceived as gradual 
and complementary, where data informs decision-making without replacing it. 
Overall, the mapping reveals a gradual transition, marked by adoption that is still partial but growing, and based 
on a balance between digital tools, human skills, and organizational practices. It confirms that the shift to data-
driven management depends as much on available technologies as on teams’ ability to integrate these new decision-
making approaches. 
 

DISCUSSION OF THE RESULTS 
 

The results of the thematic analysis provide nuanced insights into the dynamics of digital transformation in 
the banking sector. The integration of data into decision-making processes reinforces the idea that digitization 
promotes more objective and informed decision-making. Managers emphasize the importance of dashboards and 
automated alerts, which aligns with the work of Gul & Al-Faryan and Paucar et al. on the accuracy of strategic 

Figure 4: WordTree 
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choices. However, the cultural resistance and challenges related to data quality observed do not fully support this 
perspective and confirm the findings of Ghafoori et al. on organizational and human obstacles. 

Managerial effectiveness is also influenced by digital transformation. Real-time monitoring tools and CRMs 
improve transparency and responsiveness, which reinforces the contributions of Yang and Dabetić. However, the 
results show that effectiveness also relies on coaching, training, and support, which reinforces the conclusions of 
Heubeck and Paspalj. The resistance and low digital literacy observed do not support the idea of automatic 
effectiveness and align with the reservations of Kraft et al., who note that technology alone is not enough without 
a proactive strategy. 

Digital transformation also influences managerial innovation, but only partially and gradually. The 
collaborative and agile practices observed reinforce the work of Appio et al. and Chen et al. on the reconfiguration 
of organizational structures. However, the persistence of traditional hierarchical models does not fully reinforce 
this dynamic and puts Paspalj’s conclusions into perspective. Managerial innovation thus appears to be a process 
dependent on digital maturity and team autonomy, which reinforces the observations of Ancillai et al. on the 
conditions for innovation success. 

A data-driven culture is being implemented but remains heterogeneous. The importance of training, coaching, 
and support reinforces the work of Arsal et al. and Trushkina et al. on data literacy. The resistance of experienced 
employees and the observed digital skills gap do not support the idea of a smooth adoption and confirm the 
findings of Loeillet and BARC. The analysis highlights that a data-driven culture cannot take root sustainably 
without explicit governance and awareness-raising, which reinforces the conclusions of Ramadhani & Utami on 
ethical and organizational challenges. 

Finally, digital transformation has an impact on organizational performance, but indirectly. Performance stems 
from the synergy between data, collaborative practices, and innovation, which reinforces the work of Daud and 
Rahman et al. on technological integration and competitiveness. Challenges related to resistance to change and the 
quality of implementation do not fully reinforce this dynamic and align with the analyses of Alkhazali et al. 
Organizational agility and the gradual adoption of a digital culture emerge as essential mediators, reinforcing the 
conclusions of Chauhan et al. on the role of big data and agility in improving performance. 

Overall, the results reinforce several theoretical contributions regarding the role of digital transformation, while 
demonstrating that its impact depends heavily on human, organizational, and cultural factors. The success of data-
driven banking management relies on alignment between technology, skills, and organizational culture, where data 
becomes a true strategic lever for performance and innovation. 
 

CONCLUSION 
 

The analysis conducted as part of this research highlights the central role of digital transformation in reshaping 
managerial and decision-making practices within the banking sector. Far from being merely a technological 
integration initiative, this transformation appears to be a systemic process that simultaneously engages 
organizational, cultural, and human dimensions. The results show that digitalization acts as a catalyst for change, 
redefining work routines, management methods, and forms of coordination among stakeholders, while gradually 
establishing a decision-making culture oriented toward the strategic use of data. 

Data-driven decision-making practices play a decisive role in this dynamic. They promote the objectification 
of decisions, the anticipation of risks, and improved performance monitoring thanks to the increased availability 
of reliable and structured information. However, their implementation is neither an automatic process nor a 
uniform evolution. It remains contingent on the level of digital maturity within organizations, the quality of data 
governance, the availability of analytical skills, and the ability of stakeholders to adapt to new decision-making 
frameworks. In this regard, the presence of cultural resistance and the persistence of practices rooted in intuition 
or experience reflect the tensions inherent in any large-scale organizational transformation. 

This study also confirms the pivotal role of managerial innovation and effective leadership in the success of 
the digital transition. When digitalization is accompanied by an evolution in leadership styles, investment in 
training, change management support, and a commitment to continuous learning, the effects on organizational 
performance become tangibly evident, particularly in terms of productivity, customer satisfaction, and decision-
making agility. Conversely, in environments where these conditions are not met, digital tools tend to remain 
underutilized, reducing digitalization to a secondary role and limiting its impact on results. 

On a theoretical level, the research contributes to a deeper understanding of the links between digital 
transformation and data-driven decision-making practices, highlighting the importance of human and 
organizational mediations in the effectiveness of technological systems. Empirically, the study offers contextualized 
insights into the specificities of the Moroccan banking sector, demonstrating that branches serve as a prime setting 
for observing the dynamics of adoption and the tensions associated with digital change. It invites us to reconsider 
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digital transformation not as an end in itself, but as an evolving trajectory, made up of adjustments, learning, and 
negotiations among stakeholders. 

Finally, this research opens up several avenues for further investigation. It would be worthwhile to deepen the 
analysis of data governance mechanisms, to examine more closely the differentiated effects of digital 
transformation according to managers’ profiles, or to study the links between organizational culture, digital 
leadership, and sustainable performance. Similarly, the interplay between human judgment and analytical decision-
making deserves renewed attention, in order to develop a hybrid model where data informs action without 
replacing professional expertise. In this sense, banking management in the digital age represents not merely a 
change in tools, but a shifting of boundaries between technology, strategic steering, and human intelligence. 
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