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The Impact of Digital Transformation on Employee Motivation and Service Quality in
the Hotel Sector in Saudi Arabia: A Field Study
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Abstract

This study aims to analyze the impact of digital transformation
on employee motivation and service quality in the hotel sector
in Saudi Arabia, focusing on the mediating role of employee
motivation. A descriptive analytical approach was employed,
and data were collected from a stratified random sample of
employees in five- and four-star hotels in major cities (Riyadh,
Jeddah, Dammam) using a questionnaire. The results showed
that digital transformation positively and statistically
significantly impacts both employee motivation and service
quality. Furthermore, the findings confirmed that employee
motivation plays a partial mediating role in the relationship
between digital transformation and service quality. The study
recommends that hotel managements invest in employee
training and development programs to enhance their digital



skills, and design incentive systems that appreciate their
efforts in adopting new technologies, to ensure maximizing
the benefits of digital transformation and improving hotel
service quality. Keywords: Digital Transformation, Employee
Motivation, Service Quality, Hotel Sector, Saudi Arabia.
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