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Abstract

This study aimed to analyze the role of digital transformation with its various
dimensions (digital strategy, digital culture, digital leadership, and digital capabilities) in
enhancing the banking customer experience in lending services for small and medium-sized
enterprises (SMEs). The study adopted the descriptive-analytical method and used a
questionnaire as the main tool for data collection. The sample consisted of 300 employees
working in commercial banks in Riyadh who are directly involved in lending services or digital

transformation activities. Data were analyzed using the SPSS statistical software package.

The results revealed a statistically significant impact of digital transformation, across
all its dimensions, on improving the banking customer experience in SME lending services.
Among the dimensions, digital leadership and digital strategy had the strongest influence,
followed by digital capabilities, while digital culture showed a moderate effect. The findings
also indicated a variation in the level of adoption of these dimensions among commercial
banks, which in turn affects the efficiency of digital service delivery and the overall customer

experience.

The study recommended the need to develop customer-oriented digital strategies,
empower digital leadership, strengthen digital culture within banks, and intensify investment
in digital capabilities and training, as these factors positively influence the customer
experience in lending services.

Keywords: Digital Transformation, Customer Experience, Commercial Banks,

Lending, Small and Medium Enterprises (SMEs), Digital Strategy, Digital Culture, Digital

Leadership, Digital Capabilities.

m




ezl

o yad 2l an L

& @3 ds=all 31 .(2022) . IMa Glagllae W (omasll 9 (@b adles 3390 < ogundl 1
(Bogdiin pe piuzle Wlay) ol / G las Llal Wl 2l sl el ughas
2300 el,30) dasls

el ozl Zeaidll § 530y 8,01 Joeall (2023) @Il yale Byliuadl 9ol La cnilal> 2
(Bysdida pe piuale Uluy) sl LoVl o6, d alge oo Bige el Bl Aulys
2300 el,30) dasls

Gedadl 5ad 3 (8,0 Jeall 31 (2023) D8 jald gyl 9 coesl Ausle Budlxdl 3
(Bogdide e piwrle W) o Sladly dadl &y 515 8 ndas dlys 1 gl )
Olas (Aol ol dasls

Js=all ,31.(2023) sles (Jlaz 9 cpualyn) deml (goldlie dams (s dgame (w4
2 pile Wlaey) e Lyuall 3,800 e adat dalys gabasall ¢ 101 e 3,01
Lo L danls (B y9diie

ASebuall elyuall (2022) olesdas 3geme s (ASGIgadl g ceme Chuwgs Sge couhas 5
el dpuzlly 2 AT eMaadl clade 8yls¥ Juall ol 8,01 Jomall (§ Layiig
LMl pglall Aaal> (8y9dde s 8l 598 Uluy) Ao welall cilaoleedl § Jowwy AdieS
Oles Lol

ssbas § @80l ozl 31 .(2024) ez Olgudy Byl colgusy 5 e Jole olex ilxd .6
515538 Wlaoy) "Ll agall” Dpall il pall dnbas (e Ludpdas Alys (sl o1aY)

iy (Uails Zaals (5 y9diin p2

ﬁ




B3s> 3yl Jomall L31.(2024) . Jsde damme (s czall 9 el e et cons Lol
33U, 1g (8,01 alazd ¥l 8059 (3 calolall Jlas g oo "Audpdas Alys” e gSanl Silonii!
e A5e Aaala (Brgdie Al ptuale 2l

(JW elo¥ 3 (w80l Jomall 31 .(2024) e (s (£ cdls Gy 9 cuoss slest (gl
JN k> (Bogdie a8 siwale Aly) 0¥ @ Slagdly U0l 2o ys By5ls sauadas duly
Byall el

e @8 Jomdll 4i1.(2024) s (s (£30 s G 9 el (G5LE dazma Sy clxiall
Byall el JT 2asls (B ogdde sé piwele Uliy) calolall olal

e1o¥1 a3 e (08,01 Jamall 431.(2024) ¢ 5o dlilie 7,8 Ads |yl g ccdlgs galia o guapall
(Bogdide pe piuarbe luy) (¥l 3 ¥ las¥l e lhad qulais A (e dudpdas dlys : ol
Olee (ol o |y dasl>

@8l Jo=ll ,31.(2023) eyl muyliie e (bl g pdy dama o) cslylan]!
9l suoldl 48,4 e Bakarlly (2 gdsaSll SIS Jaguogl Houdl Az Ll 9,10 e
e Aihe Lrelr (Bygdide pe 6l 55385 W) 0ol 3 ldg,=lly

e13¥1 e (08,01 Jomadl L37.(2023) aza (e dabold cdalydl g o ¢slasben 5Ly O pa]]
Olesall Lalall duuwsll § Audpdas Aulys oy i gl i) (2SN lalarall Lol
A5 (A5 Arale (Bygdde pt 8l 55385 Wlay) ol £lazzY]

Jomill Azmililal (31 .(2023) azms e dabold Anglydl g ccals olaghee yana (gLl
Gabad) ¥l Ay @ Adadas Al oy Laaie 2uam U 55lalliclonsd| 8ag> (e (3]
e (Wihe Laols> (Bygdde s 853 Wluy) dail Il ass Ml aSLel

Bl e Layily (8,0l Jomtl LT (2023) Ll gl Zial cotamma 9 ¢ Juki Sgazma dazma cayxa
Uly) "Glbl" slually #1530 Hlaaleadl Adeelawsyl! 358 (e duslage dulys Auslial]

Uaids (Uails dmals (8 y9-dde pe ol 39385

ﬁ

10

N

A2

A3

14



okt 3 8,0 Jomtll 31.(2024) alius 3gamxs duasd Boglsddl 9 coslile il yali ¢ dusdl 15

(Bogdide e piwmle Wlaoy) 0¥ 3 Adondl clalasll e duapulas dulys 1wl ¢1oY)

Ao (A350 daal>

Jsz=ill 3 yetad!) (panzall H31.(2022) . IMa cilagdloe Wl comasdl 9 s el (ulea 16

.Glﬁ))'.” c;lﬁ)ﬂ\ EL’.AL‘> .(5)}&'@0 J}.-CMLA ZtJLw)) @J)ﬁg‘ d)l.o:;” 5)3\.) Ul El.wb.) éaé).“

Ulay) 2eall B0¥1 Doy @8, Js=dl (2024) .csszemll (Jlyall 5 o) «Su509 17

18.

19.

20.

21.

22.

HITPHTRART

Abdel-Hamid, T. A, Ahmed, M. A.E. A. S., Zohry, M. A.F,, Elshabrawy, G. A,, & Elgohary,
E. M. (2022). The role of digital transformation in improving customer satisfaction: An
empirical study on Egyptian hotels. The Electronic Journal of Information Systems in
Developing Countries, 88(6), e12234.

Alonge, E. O., Eyo-Udo, N. L., CHIBUNNA, B., UBANADU, A. I. D., BALOGUN, E. D., &
OGUNSOLA, K. O. (2021). Digital transformation in retail banking to enhance customer
experience and profitability. Iconic Research and Engineering Journals, 4(9).

Andrade, I. M. D., & Tumelero, C. (2022). Increasing customer service efficiency through
artificial intelligence chatbot. Revista de Gestao, 29(3), 238-251.

Barbu, C. M., Florea, D. L., Dabija, D. C., & Barbu, M. C. R. (2021). Customer experience in
fintech. Journal of Theoretical and Applied Electronic Commerce Research, 16(5), 1415-
1433

Bonnet, D., & Westerman, G. (2021). The new elements of digital transformation. MIT

Sloan Management Review, 62(2), 82-89.

ﬁ




23.

24.

25.

26.

27.

28.

29.

30.

31.

Chen, C. L, Lin,Y.C, Chen,W.H., Chao, C.F., & Pandia, H. (2021). Role of government to
enhance digital transformation in small service business. Sustainability, 13(3), 1028
Gao, W., Fan, H.,, Li, W, & Wang, H. (2021). Crafting the customer experience in
omnichannel contexts: The role of channel integration. Journal of business research, 126,
12-22

Golf-Papez, M., Heller, ]., Hilken, T., Chylinski, M., de Ruyter, K., Keeling, D. I, & Mahr, D.
(2022). Embracing falsity through the metaverse: The case of synthetic customer
experiences. Business Horizons, 65(6), 739-749.

Huseynli, B. (2022). Digital transformation for improving customer experience. In
Handbook of Research on Interdisciplinary Reflections of Contemporary Experiential
Marketing Practices (pp. 78-100). IGl Global Scientific Publishing.

Kothapalli, K. R. V. (2022). Exploring the Impact of Digital Transformation on Business
Operations and Customer Experience. Global Disclosure of Economics and Business,
11(2),103-114

Li,S., Gao, L., Han, C., Gupta, B., Alhalabi, W., & Almakdi, S. (2023). Exploring the effect of
digital transformation on Firms’ innovation performance. Journal of Innovation &
Knowledge, 8(1), 100317.

Martinez-Peldez, R., Ochoa-Brust, A., Rivera, S., Félix, V. G., Ostos, R., Brito, H., ... & Mena,
L.J. (2023). Role of digital transformation for achieving sustainability: mediated role of
stakeholders, key capabilities, and technology. Sustainability, 15(14), 11221

Masoud, R, & Basahel, S. (2023). The effects of digital transformation on firm
performance: The role of customer experience and IT innovation. Digital, 3(2),109-126
Vijay, J., & Priyanka, U. (2025). Digital Transformation in Customer Experience and

Behavior. In Digital Transformation Initiatives for Agile Marketing (pp. 251-274). IGI

ﬁ

Global




S|



MIDOCEA\|

UNI\/EF?SITYI

liael Byloiaal
L8509 il 2o g oSdle adlud|
LasySI g1 / 0a) SN (&
a9 Al Al

el oy (raums § @Byl Jomill 593 alid g By el ool agiy
ALl il e Ailuse Bualys idlaegills Bpinall aladell (o1,3¥ Sleas § §pall

byl Ao

Jgsad! Jabi el g aungar Aliall ol3 Auloadl Bplly 2ualall 28 all oo @Kot U T,kasg
©SuT el Sl s e el (o1,ed 2wl claglall pdss §sucludly Gsall e @Sie

S Az (50 Rewelill ALY e il

Lole oLl lia Aad § @Stz § Lot luell puuatlly Sl Josom (0S5l suasly
lia alel aad sasiud 19 Al & yuy Jolaiw 0Sis Lele Jsnsd! @iin G @bldl ppaz o

Al el o) LIS Il dolyull o geilits @S5 931 CBgawg ezl

plAslg poanll g8 Jgudy |¢liadss

ﬁ




dase il S LLed! ¥

il LS ol -1

%30 —-40 ol Jals i 30 [ el 2
AS i 50 o [ %80 —50 [

e clalys [ oo33,8d8s [ ol Jasll -3

ﬁ




bt yglme Lals

LY Colill anydl 8 (V) 8180 s « 001 Jomill 51 ol

FWER EWRTE IRy

duady il il 55 (e Bylall dazad
b sllee qed Al
& 4ilzs3 pe bl 4pad Jl CBluall ilews
Abagilly spsall LAl Jges
@ @3 Jomill aminly Goylo Aboyls Uz gy
Sl o2, Jlma
lazie JSCao 2adll c1o¥l Sl a0 uliB o2
Jeadl 8o (pusced]
Aed, 1 A3Lat))

@i Jeladl 483 ;40 e il (o3
Jeeall 8y ) Lpalo g o
EEWEREW{INRPEINEEI Pe)
ol gall Aga gl cdlalazll
501 Jaadl ciliylon (&5 e By)3¥1 px s
webaYl cleas §

@ @3, Jomtll aaaly calolall oy (£9 Ilia

E

.GM‘ Lb) 9)




Aead Il BaLeall

laben ol gl 3 Lall laLall il
7325t 2]l Jgmdll
ool 43K 5)l90 apass Balall psas
BRI PSEWER (WA |
LsJ5iSall alaiial 3 cndlisll 330l oot
TN EWER
5 Jaid Gy Gliol g3 Uslaf 330l 543
RPCRIN |
SR
lpobin s gl § Llall i aLall asil
7325t byl Jgedl!
sl L8 3)l50 apast; Soliall p5ds
BN JEX VS EWEREWA
L g lgiSll alaiial § calosll 5oLl eens
TN EWER
05 Jaud Bye iliolss Bsluod 53Liall (ouls

(3, Jgal

E



ey LY coalill syl 3 (V) 5Ll s « 3 skl beandl Byms s LT jpmd| €8

Slgall e (o), 8Y cleas ol usl

PARECH WP BV WEN |
bl ey Fhladial e 3,01 e
Ayl Slgiall M e
Uy Jagorll glls > Aaylae pbarand
Aady Il lgiall e
CENEPVPS PRSI () IV YR WPEN [ PRES
Aadadl deusdl
corlind Rlgall y2 9,20l prmnied o2y
(Gliide ol L
Az 509 o Ladll liaill prasas
NEPELANES AL
EVSURY APEEEIERTRRRIE RN
i Gl &g ool @ 2le da5 g
EWEH JEAPRES [P RES N
Slous ae Guymi e alall Loyl s i
Aedyll 5,871
YR AT WU JEAPRES  INRES IR PN |

ALY Slides oL gall 5l

E



Mid-Ocean University

|
College of Management 1D E [ll
UNIVEDS\TVI'

Master's in Project Management

The Role of Digital Transformation in Improving the Bank
Customer Experience in Lending Services for Small and
Medium Enterprises: A Field Study of Commercial Banks in

Riyadh
Preparation:
Ashwaq saad alawad
251001755
Supervision:
Dr. Al-Faisal Abdelhamid Mohamed Hassan

Dr. Fayez Grad

1447 — 2025



