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Abstract

This study examined the effect of digital transformation adoption on customer
loyalty in the Saudi banking sector, through an applied study of Al Rajhi Bank's
digital customers. Using a quantitative descriptive-analytical design, a validated
electronic questionnaire (34 items across eight dimensions: five for digital
transformation adoption and three for customer loyalty) was distributed to a random

sample of 281 customers.

Results showed both digital transformation adoption and customer loyalty at high
levels (M =3.77 and 3.79, respectively). Regression analysis confirmed a significant
positive effect of digital transformation adoption on overall customer loyalty (R? =
0.388) and on each loyalty dimension. Multiple regression revealed that channel
integration and digital infrastructure were the strongest predictors of loyalty
(combined R? = 0.396), while cybersecurity, despite ranking highest descriptively,
contributed least, interpreted as a ‘hygiene factor’ that is necessary but no longer
differentiating. Significant differences in adoption perception emerged by age group

and relationship tenure, but not by gender.

Key recommendations include prioritizing investment in channel integration and
infrastructure, closing the perception gap around Al-driven personalization,
developing open-banking partnerships, avoiding overreliance on cybersecurity
satisfaction as a loyalty driver, and designing targeted engagement programs for

older and newer customers.

Keywords: digital transformation, customer loyalty, Saudi banking sector,

diffusion of innovation theory, Al Rajhi Bank
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