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Abstract

This study aims to analyze the impact of digital transformation on the quality of
banking services at Riyad Bank in the Kingdom of Saudi Arabia, within the
framework of Saudi Vision 2030. The analysis focuses on three primary
dimensions of digital transformation—technical, organizational, and human
factors—and four dimensions of service quality: efficiency, fulfillment, system
availability, and security/privacy. The research adopts a descriptive-analytical
approach, with data collected from a sample of 391 participants, comprising
employees from departments involved in digital transformation and customer
service, as well as customers utilizing the bank’s digital channels. A validated
questionnaire was employed to ensure the reliability and accuracy of the data. The
findings reveal a statistically significant positive effect of digital transformation on
service quality, with the model explaining 68% of the variance, and technical
factors exerting the strongest influence. The results also indicate a high level of
service availability (99.5%) and robust security measures, alongside the need for
enhanced employee training programs. Based on these insights, the study
recommends sustained investment in digital infrastructure, strong leadership
support, human skills development, and cybersecurity reinforcement, in addition to
expanding partnerships with fintech companies and optimizing the digital customer
experience.

Keywords: Digital transformation, banking service quality, Riyad Bank, Vision

2030, human factors.
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