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Abstract

This study aimed to analyze the impact of digital transformation on customer service
efficiency in the insurance sector in Riyadh city, through examining three principal
components of digital transformation: artificial intelligence utilization, big data analytics
deployment, and digital platform adoption, alongside measuring the effect of each on
customer service efficiency across its multiple dimensions ,the significance of this study
stems from the scarcity of local research addressing this relationship specifically within
Riyadh's Insurance sector, as well as its alignment with Saudi Vision 2030 objectives that
advocate for accelerating digital transformation across vital service sectors the study adopted
the descriptive-analytical method as Its primary methodological approach, collecting data
through an electronlc questionnaire distributed to a stratified random sample of 194
respondents comprising employees and customers of Insurance companies in Riyadh A total
of 189 valid responses were retrieved, representing a response rate of 97.4%. Data were
analyzed using SPSS Version 26, employing Pearson correlation coefficient, multiple
regression analysis, one-way ANOVA, and independent samples t-test

The study yielded several significant findings. Most notably, it confirmed the existence of a
statistically significant positive impact of digital transformation on customer service
efficiency in Riyadh's Insurance sector, with the multiple regression model demonstrating
that the three digital transformation components collectively explain 47.8% of the variance
in service efficiency at a significance level of (a < 0.001). Digital platforms ranked first in
terms of impact with the highest standardized beta coefficient (B = 0.341), followed by
artificial intelligence (p = 0.312), and big data analytics (f = 0.268). The study further
revealed a critical strategic gap in predictive analytics capabilities, as the dimension of
anticipating customer needs recorded the lowest mean across the entire questionnaire (M =
3.38), alongside a notable weakness in integrating digital and traditional channels (M = 3.55).
Additionally, statistically significant differences in customer satisfaction were found
attributable to educational level, and substantial disparities in digital adoption levels were
identified between large companies and their small-to-medium counterparts in light of these
findings, the study recommends that insurance companies adopt a comprehensive integrated
digital strategy, invest seriously in prldictive analytics capabilities, achieve genuine
omnichannel integration, and design targeted digital literacy programs for different customer
segments. Regulatory bodies are further recommended to develop a supportive regulatory
framework and establish unified measurement Indicators for digital maturity levels within
the insurance sector.

Keywords: Digital Transformation, Customer Service Efficiency, Insurance Sector,
Artificial Intelligence, Big Data Analytics, Digital Platforms, Riyadh City, Saudi Vision
2030.
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