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Abstract

This study aimed to examine the impact of digital transformation, with its dimensions
(administrative process-related activities, banking procedure-related activities, human
resources-related activities, and customer-related activities), on the quality of healthcare
services, with the mediating role of risk management. The study was applied to hospitals in
the Kingdom of Saudi Arabia. A proportionate stratified random sample of 528 managers in
senior and middle management was selected. Data was collected using an electronic
questionnaire and analyzed using a descriptive analytical approach. A set of statistical
methods was applied.

The study results indicated a high level of digital transformation implementation in
public hospitals in Saudi Arabia, according to the study sample’s perspective. The technology
and infrastructure dimension ranked first, followed by process improvement and customer
experience enhancement in second place, then innovation and development in third place,
and finally, digital marketing in fourth place.

Based on these results, the study recommends providing training courses and
programs to maintain and enhance the ability of public hospital employees to use information
technology efficiently and effectively. Additionally, it recommends requiring employees to
undergo training courses aligned with the job requirements before starting their work in public
hospitals.

Keywords: Digital Transformation — Healthcare Service Quality — Hospitals in the Kingdom
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