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Abstract 
Although digital technologies are important and essential for enabling development and 

innovation in service delivery, it is crucial to measure the impact of digital transformation on 
the efficiency of administrative processes, as well as the quality of services and interactions. 
This study aims to examine the impact of digital transformation on the efficiency of 
administrative operations and the quality of services and interactions in the Saudi governmental 
sector, specifically within the Saudi Ministry of Health. Through an applied study conducted at 
the Ministry of Health, the research employed a descriptive analytical methodology and relied 
on a questionnaire as a data collection tool. The sample consisted of 100 employees working at 
the Ministry. The study found a statistically significant effect, at a significance level of (α ≤ 
0.05), of the availability of digital transformation elements and requirements—including 
strategic vision, qualified human resources, technical infrastructure, devices and tools, 
communication networks, and information security—on service quality dimensions such as 
responsiveness, assurance, and reliability. However, no statistically significant differences were 
found at the same significance level (α ≤ 0.05) in the average responses of the sample regarding 
the impact of digital transformation on overall service quality. Based on the results, the study 
recommends increasing the Ministry of Health's attention to providing training programs that 
help improve employee performance. Additionally, the Ministry should enhance its 
commitment to continuously updating technical plans and regularly maintaining devices to 
avoid malfunctions and to better leverage modern electronic systems. 

 

Keywords: Digital Transformation, Government Services, Service Quality, Saudi Ministry of 
Health. 
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