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Chi-Square Tests

Asymptotic Significance (2-

df | Val
sided) alue

.000 16 | 69.629° Pearson Chi-Square

.000 78.198 Likelihood Ratio

Linear-by-Linear

.000 50.560 .y
Association

263 N of Valid Cases

a. 9 cells (36.0%) have expected count less than 5. The minimum
expected count is 1.10.
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90.142 Pearson Chi-Square
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Association

263 N of Valid Cases

a. 8 cells (32.0%) have expected count less than 5. The minimum
expected count is 1.10.
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a. 8 cells (32.0%) have expected count less than 5. The minimum
expected count is .90.
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df Sum of Model
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c. Bayes factor: Testing model versus null model (Intercept).
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Abstract

This study aimed to identify the impact of digital transformation in airlines on improving the
guest experience, using Saudi Arabian Airlines and Lufthansa as case studies. This was undertaken
in light of the rapid technological advancements in the global aviation sector and the increasing
reliance of companies on digital solutions to enhance service quality and boost guest satisfaction.
The study also sought to demonstrate the extent to which digital technologies, such as smart
applications, self-service options, artificial intelligence, and data analytics, contribute to improving
the travel experience, achieving operational efficiency, and enhancing competitiveness among
airlines. The study adopted a descriptive-analytical approach, deemed the most suitable for
examining the phenomenon and analyzing its various dimensions. An electronic questionnaire was
designed to collect data from a sample of 263 passengers and customers using the services of the
two airlines under study. The data was analyzed using appropriate statistical methods to measure
the relationship between digital transformation and improved guest experience, and to identify the
most significant dimensions of digital transformation affecting customer satisfaction. The results
showed a statistically significant positive impact of digital transformation on improving the guest
experience in airlines. Digital services contributed to streamlining travel procedures, reducing time
and effort, improving response times, and enhancing the quality of communication with guests. The
results also revealed that Lufthansa has a more advanced level of digital technology deployment and
service personalization compared to Saudi Arabian Airlines, while Saudi Arabian Airlines has made
significant progress in its digital services, aligning with the goals of Saudi Vision 2030. The results
further confirmed that guest satisfaction is strongly linked to the ease of use, efficiency, and
reliability of electronic services. In light of these findings, the study recommended that airlines
continue investing in digital transformation technologies and developing their technological
infrastructure, while also enhancing the use of artificial intelligence and big data analytics to provide

more personalized and flexible services. It also recommended the importance of training employees
in digital skills, developing cybersecurity systems to protect guest data, and integrating technology
and human resources to ensure a seamless and high-quality travel experience.

Keywords: Digital transformation, guest experience, airlines, Saudi Arabian Airlines,
Lufthansa, artificial intelligence, quality of electronic services.
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