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Abstract Jealall-

This study aims to examine the impact of digital transformation on the
performance of Zain Telecom by analyzing the extent of the company’s
adoption of digital technologies and their influence on operational processes,
market competitiveness, and customer satisfaction. The rapid advancements in
digital technology have made digital transformation a strategic necessity rather
than an option, positioning it as a key driver for improving operational
efficiency and enhancing service quality. In this context, Zain seeks to leverage
digital transformation to strengthen its capabilities, develop digital services, and
improve customer experience.

The study adopts a quantitative research methodology, utilizing an online
survey to collect data from a sample of 98 participants, including company
employees and customers. The collected data was analyzed using appropriate
statistical techniques, categorizing responses based on various research
dimensions such as the level of awareness of digital transformation, the
evaluation of the company’s adoption level, and its impact on operational
efficiency and customer engagement.

The findings revealed that most participants have a good or excellent
understanding of digital transformation, indicating a widespread awareness of
the importance of digital technologies. Moreover, the study found that Zain has
made notable progress in adopting digital transformation, with the majority of
respondents rating the adoption level as moderate to high, with a clear focus on
technologies such as 5G, the Internet of Things (IoT), and cloud computing.
However, certain challenges were identified, including high implementation
costs, employee resistance to change, and inadequate training in digital skills.

In terms of organizational performance, the results indicated that digital
transformation has significantly contributed to improving operational
efficiency, accelerating decision-making processes, and enhancing the
company’s competitive position in the market. Additionally, the impact on
customer experience has been positive, with most respondents affirming that
digital transformation has led to improved service quality and increased
customer satisfaction.

Based on these findings, the study recommends strengthening digital training
and awareness strategies within the company to enhance employees’
proficiency in handling modern technologies. Furthermore, it suggests the
development of more flexible policies to support the digital transformation




process, with a focus on enhancing the digital infrastructure to overcome
technical and implementation challenges. Lastly, the study advocates for an
increased emphasis on big data analytics and the provision of more personalized
digital services to enhance customer experience and achieve sustainable
competitive advantage.

Keywords: Digital Transformation, Telecommunications, Organizational
Performance, Customer Experience, Zain Telecom.
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