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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.
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