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Abstract

This study aimed to investigate the impact of digital transformation, through its
dimensions (technical infrastructure, process automation, digital competencies of
human resources, and information and data security), on the quality of customs
services at the Zakat, Tax and Customs Authority (ZATCA) in the Kingdom of
Saudi Arabia. The study adopted the descriptive—analytical approach, using a

questionnaire as a data collection tool from a simple random sample of (357)
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employees working in the administrative departments and customs ports affiliated

with the Authority. Data were analyzed using the statistical software (SPSS).

The study found a high level of respondents’ perceptions regarding digital
transformation dimensions and customs service quality. Multiple regression
analysis revealed a statistically significant positive impact at (a < 0.05) of digital
transformation with all its dimensions on customs service quality, as the
dimensions collectively explained (78.1%) of the variance in service quality.
“‘Process automation” emerged as the most influential dimension, followed by

“technical infrastructure,” “digital competencies of human resources,” and finally

“‘information and data security.”

The study recommended expanding the automation of customs procedures,
intensifying training programs to enhance employees’ digital competencies,
continuously developing technical infrastructure, and strengthening the information

security system to keep pace with increasing cyber threats.

Keywords: Digital Transformation, Customs Service Quality, Zakat Tax and

Customs Authority (ZATCA), Automation, Information Security, Saudi Arabia.
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