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Abstract

This study aimed to examine the impact of digital transformation in
accident-handling procedures on service delivery speed and quality at
Najm Company for Insurance Services in the Kingdom of Saudi Arabia,
through four main dimensions: intelligent process automation, digital
platforms and mobile applications, big data analytics and artificial
intelligence, and integrated digital infrastructure. The study adopted a
descriptive-analytical approach and used a questionnaire as the primary
data collection tool, distributed to a stratified random sample of (354)
employees involved in accident-handling procedures. Data were
analyzed using SPSS through descriptive statistics, and multiple and
simple linear regression analyses. The findings revealed a statistically
significant positive impact at (a < 0.05) of digital transformation, with
all its dimensions, on service delivery speed and quality. The four
dimensions collectively explained 71.7% of the variance in the
dependent variable. Intelligent process automation emerged as the most
influential dimension, while big data analytics and artificial intelligence
had the least impact. The results also revealed statistically significant
differences attributable to educational qualification, years of
experience, and job title, with no differences attributable to gender or
age. The study recommended continuing the development of intelligent
automation, enhancing investment in artificial intelligence and big data
analytics, deepening digital integration with relevant external entities,
and designing differentiated training programs that account for
demographic differences among employees.

Keywords: Digital Transformation, Intelligent Automation,
Artificial Intelligence, Service Quality, Accident Handling, Najm
Company, Saudi Arabia.
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