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Abstract

This study aimed to measure the impact of digital transformation, with its four dimensions
(technological infrastructure, digital systems and applications, digital competencies of human
resources, and information security and data protection), on the quality of services provided to
customers in private sector institutions in the city of Jeddah. This came in light of the
accelerated transformations witnessed by the contemporary business environment, the
escalating expectations of customers, and the rising intensity of competition. The study adopted
the descriptive-analytical approach, and the questionnaire was employed as the primary tool for
collecting primary data. It was designed in three sections that included demographic data,
sixteen items to measure the independent variable, and ten items to measure the dependent
variable. The instrument was applied to a stratified random sample of (331) individuals working
in private sector institutions in the city of Jeddah. A total of (360) questionnaires were
distributed, of which (342) were retrieved, and (331) were valid for statistical analysis. The data
were processed using the SPSS program, and a set of statistical methods was employed,
including arithmetic means and standard deviations, Cronbach's alpha coefficient, Pearson's
correlation coefficient, and simple and multiple linear regression analysis. The results revealed
a statistically significant positive impact of digital transformation, with its combined
dimensions, on the quality of services provided to customers, as these dimensions explained
(71.7%) of the variance in the dependent variable. The dimension of digital systems and
applications ranked first in terms of the strength of impact, followed by technological
infrastructure, then information security and data protection, and finally the digital
competencies of human resources. The study recommended enhancing investment in digital
systems and applications, designing specialized training programs to develop the digital
competencies of employees, activating a system of periodic reviews of cybersecurity systems,
and diversifying the service channels available to customers while ensuring integration among
them.

Keywords: Digital Transformation, Service Quality, Technological Infrastructure, Digital
Systems and Applications, Digital Competencies, Information Security, Private Sector, City of
Jeddah.
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