Il Rt bt
MIDOCEA Oeiglise drala
LJNI\'FFJH\T\"" 5)\-}\1\2-\15

BIY) G S

FAraal) gladl) B oSlaall o4y Ao byl Joalll A Gl S
D) dipaa das e dadudal )y (5 gruad)

A

232002383 — graadl (lard daa) dram

1 - C)a:i &9‘)4.’640
Oliglane daala —5ylaY1 LS
<)
U syl ae Lo
sl daala —8)l3Y) 4lS — yunysl) Aa gune

- 2026



8 Ayl i . 1.2

B e whill sl e clgad L1.2.1
10 ettt ettt ikl sl e s .1.2.2
PPN )l daaal 1.3
2R @bl gawal Je .1.3.1
skl gl e .1.3.2
LS ettt e et e ettt eeeeeeeetta—————aaeeeeetttataa—aaeaeaettterttanaaeeeeaareerrres Ayl akuf 1.4
PR Gaaall Calaal . 1.5
17 ettt et e e e e e e e et it e e e e e e e e e aaaraaaaaaaans Aaball slall Giagl) syl L1.5.1
L8 ettt ettt e et et e et e et e et e et et e et et eateeataeraaeraeraaaraaaas Loyl calal) sl L1.5.2
20 ittt e e e a e a e e e e eas Gl Bl 1.6
D e et Ginil) 301 .1.7
PR TP P PP PP PPN da el Ailaal) dudyall (<6 1.8
D e Gadl dagia .1.9
1 PP Sl meatll.1.9.1
1 PP Llly Ll paine .1.9.2
20 e e lld) pes sl .1.9.3
20 et e e et e e rae e, Slaay) dilail) ] .1.9.4
K TP Ay allaey)  .1.9.5
K T PP PP PP PT PP il o .1.9.6
G goiall myadll (gl .1.10
38 teeee ettt e e e e e e —————eeeeeee e e e ———————aaaaeeeeeaaaabaraaaaaaaeaeaannnes Laaal) cluhal) 1 S Juail) .2
KL PRSPPI Aald) Ciladyal) dxalye 2.1
30 et e e et e e e e e e era b Gradll g laill & ol Jeail) 1Y) eaall L2101
. |
MIDOCEA

IJN\VII-E.\\/Il



A2 oo A yeadl Auadyll Al 8 Dlaall 2 1 S gl

A5 oo $laall Vg5 el Jonl (o 3D 1l sl

AT oot ealally gasaad) ol 8 ilubdll )l gl

49 oot e et e e e baeetaeetaeeeabeenanas Laall Clgadl) Lilie

1 I P T PP PP PP PPPTPRU
2

MIDOCEA|

UNIVYERS

\\‘(Il



‘.1
Y °

£

‘J

‘J

M 2

|
ceAp
OI— s
I\I?I
M



daaial) 1.1

ol Jntl any ol 3 cdagilly Aaaal) asis =3l 8 et Ligaty Yoai Lidlle i pumall o Unill 2
Auyndy elileall S cJlae V) gz 3ga Gonr el Taslas Yoo sl s (Al clehay dih) 3 )2
e Joail of Eaall Gl 5555 (2025, e ye) Sloscsgall Laaaian Sl elalY) by ¢Jaaal
S Ay L) iy e Wgilouds eDlans duunsgall ABDle JiS5 sale] ) bl Jlsa) sl
sl e il cJgeagl Asgans coamadilly cde sl (lis eDlanll b Cios wd Las clias

.(Plekhanov et al., 2023)

o Ll Jalsal Ll aey ol Juaall Y5 oY cclgiad) (5] dlanll oY sl 2555 ¢ Fland) 38 (paria
Aad )l Colail) o Adaalll A5)aall Jasiy @il By clang duaddll Gl S g5l sl Gl
ety el ST duadanis daddy iy Jig die deadl) cedhe o Jeail) IS (aliaily dalial
Llal ) e Lasgie 4358 (e by Vsl o () peaad) oYl cboal 3 B diagie Glealye
Jie dalse Hpdan i) ga coamy Ly cadyl) il il 8 dualatl/ASshe Lalaily 35 5S0) €Y

(Kim et al., 2024) syusis b 3S,00ll dagilly 25 55allg 5355

Al Al dvia Bale dxibag Cjlse pa yeaal) ) Joatll il cdpasaad dujel) ASlaall b
g L) Lpannyll liladl ek AW il IS i pojedis Lkl e leghadll Guiaty Loyl
o Ol gl L)y clegiaall 1€ %70 ) Yseas Lokl e leginall e sl
2021 sley &3lie (One-off) LaY) Clegiaall & 2l aladiad 8 Ligale (liss) e <2023 Hle

(SAMA, 2023) aaill _le Talaie) (8l puina N Jonil) Calaal g maaly 2305

4 |
MIDOCEAN



oo %79 i g ) cleginal of ) 2024 Alad Jla) g Uil gkt malin yuji gl LS
3,5 261 ) Llae dlalal) AW Al CSyE aae gai s <2024 6 il cilesiaad) s
bl AL daddy Aad aaii] o) e Larall avpg op LaV) 6 538T Ay daadlis Ly e Ly

.(Saudi Vision 2030, 2024) ilxwyg

3 cdagital) 4 paall cilondl) Jio lail sai g Uil JUaml b bl & b A€l G la,
(Annual Fintech Report (sasaud) (53l clidl e jalall Al Lusll (ggid) oyl maag
Glaglea 403312022 (10 bl @l (A& YY) (@DUa] e dagidal) 48 paall Gleadl) L 2022)
&2 <2023 (e bl apll (3 (PIS) adall ey Aexd sy HUaY) Cuaaal aagll 25 (AlS) cbleall
SAMA, ) Sl JEY) ity dlaie¥ly SLadY) popdl dagidall ddpad) Glesdll jade el
.(2022a

O osall ZladY) dse e Brsdie Ciydse ekl cAuhall Jae L jadll duuiall (griwe Sl
s g s syl Clgiall el slie¥) Cam (a byl Joail 5 TS Tosks (3in aall) e
Digital Footprint and dlse clil (Jiadl Juw Aed dpadyll djailly dasiyall eall Lay

Osaddin Cuhadall eMaall e %80 oL 2023 dl &l (ea Technology Transformation
Jie Chdise aa Laadyl) G pad) cilerdll 8 adiie ol 2023 ple @lel elid) oy il gl

.(Al Rajhi Bank, 2023) 4 yaall clodall ulail adiye pui Jacesiass NPS

ol 3 el o) 2024 U8 (aua Digital Transformation aud g (aaal) claail) &

Ols ¢(35al) g Usb (yan 2024 5 a8y Joa3 8)skae 400 (e SST) Banly dies 8 Al ol

MipoceA(l



clgial) e 23l A Sleall e %97 i) Laady caad 20al) el QL) Slilee (40 828 duesd
Baas laad Jialy 908 093 Gladdll il dacgiy daady ey ookl (B Daia) ae o(Ladd)l)
(2024, aahl) el delal) adyg SladY) ey Masg slae¥) 3 L b,

dashia diday ¢ oayll Joaill i 8 Al 13 Joaty Jo tdpale) Abad) Al as celld a2,
COllaty e lihal) oS cduagadlly Shued) (el edad )l dnatl) dad) Jia) dlalSia lail i
¢ Ay Soladl olinas altices eDlae oYy () (Raadyl) i) alatll/ i€l cculgial) JalS il
Gadd) Ay ol 3 Talens) ST maca Joatl) (8 oo 3 lesaal) o el )l Jomll el o)
B3 3haie o L sag el Cmg Ly dungall J3b Dlgally Al aysi ey Joaill Oy cctiliaiag
2025 , jsiac 5 Ul desa Caalalll aie) aild oYl (3haie & (g dasdll

405 (Kag dale e sty sl (8 iyl doatll (o ) Sl a8 Al A ymn Bl g
Gady dpdey Ay Amilidd glas e Ujlsie S by aslas oy o/ Sl s
Jsadlly ¥ o Aplaall dgill Zas cilaalye 8 WS .(Papathomas & Konteos, 2024)
Jsxill (e (micro-level) @sall o) o dysae clahinl <o dadll Gla & Gl
el cilibio e o A dsanll o 380l aaailly Sl 0aY) dasa Lo ¢ Sall a8l
(Felipe et al., 2025) cnwilial) alol dailaally aladial) )il i dad jualic

Lo Gy e Llgilly cliSolad) (he dajaS ad] Hlaill (Kad cudyemal) L)) L) (3 eDlaal) oY Ul
alasinly dalail) dlealsal Jaaall e (gl (Continuance) Lhaial: (1) o8 Ayl 238 aide 5S35

LU [alssl gl (Resistance to competitors) ¢pedliall Zaglaall (2) ccdsll g yan dsadyll clgial)

MipoceA(l



(eWOM) 4 pSIY) dBghaiall dalsl) (3) cdbay (g e d9ag ie Ja Gadlie dliy () JESU Jaesd)
Gl S5y cilaiall e Al ALy L dragill B jeda Lilas) Laag 5 IS5l b,
Ol Calidty A€y ()5S 38 D Ol ¢eVslls eWOM e adaliss Gl sl 5)la) (off Eias
ouly 413 o)) Jonil) 5 jeliiary dane Apae Bhe e lajlod) sl i b sas ¢l

.(Belhadi et al., 2023) saals dasd ol ak 839a 3yaa

oY) Lagadll Jia jualic of cluball (o aall Gosg daad sagead) BLud) (g5iee e
&b Aahy Cpia) (JOall duses ad g 5T Aol pnal) clacaldl 8 3 7S £l a5 deedLally
LosDally dpasaadll/la¥ls Gl Cibxie Pl o S9SN Nl @iy Bagead) Lsul) b
Ghali,) 355! Yol z3sai Crara Byfina llalii)) pelaly ¢y SNy daadll Caliasl culaninly
) 5y lajles o e Db Zogeadl 8 BdluY) deidl Joa AT Al caes LS (2021
by Joaty b pead) il 3 Yl (0 8,58 aey Loy 9 Y Yl (3 i3 (@-CRM) g 51y

.(Alsheikh, 2023) sl e A §laly daad )l Aoyl e 36 oYy )
el Jsatll (8 (sgiuadd pbual) YN sl (3 Candl 1] Bplul) Bal) i ¢ Ls 230 8
(EWOM ¢pausiliall Laglaall ¢ yaindl) :Jia dibidall sxlasls aBlas eVy Ao aalll Capenn (s
(ol dpaly padl Gogelly HIY) 8 fialdl el ie (ppseen Chagidl duball el b
Jsadll (35 (sgne B el o) 3 LAlall @b dpalaill Slgally dpagandl lgll (3 ObEl g laas

el Tl SSY Ayl bl 8 L) )i iy lee Lagh 38 Dlanll o5 e a8

MipoceA(l



Glilall alaig dagisall Gileghaadl Gl danyall Ludlilly aabill Hhladl) sy Ao 838l e

(2023 ,OLA;Aj JU::B)

o) A<ia 1.2

Y5 ) Chlennd) o2 Jagad of V) cdaaly 8o (ol Joaill 8 duasaad) gl bl Ja3
Laas dnlos I Y (g SN Liasil) ¢ padliall g s daglin ¢alal) Lhyain) laadl slines Slac
sty coebtll LB Jald e L)) Joaill A5 (ggise bl 48 Gl Lyl Laas tlagaie
A hpas B b Yl AlSlu o Dlaall glia e Aall s Sl (sae Gl Ll

(2025 ,§).QJ) I Al 2\:\.‘.45\.\3‘5 2\;}'&&5\ Mj\ &;\Lc‘sﬁd.a]\ ol de

B (5 glall o i sad 1.2.1

Ly 4edt oy (s [oashaB [ 38) Clginddl dawie asghe eyl Joaill of bl el
iy daiie L D Gad A0 Jeoo Lo cddaie L (318 (€5 laleg Al Ay pla g Jsailly
Jladl & Zaaakaill cluhall o i€ (K84l 4 (shaieg Auadaiill dgaal) dd 5T gaal e
(W 3 s ) ccanlel) Gulss anii) ddis Chdise e B Joaill Jiias ) did yeadl
(2025, 28) dashaiaS daad )l luimll dani) ) sla) aky i (ggine/pal Gubiie el (50
Jeaill geaai 3t & Aiaal) bVl L ial) (gie (ol Adasiye A lig dungie Bemd 50 (il

Jaldy e gunga aaii ool (Maturity models) < [ zead = 3lad aladicd )9 m () juds )l

MipoceA(l



z3ll o DX-CMM z3sai skt A capglal 28y c(pyla dlajla eling cilgmd st el il
iy Sals €T i 38 oty (s e giagally zownglly Jgadl) ulen JulSll gid Y 59l
Slaayl Sl G age ) il digad Alglas vie falll e e Lo il dals

.(Gokalp & Martinez, 2022)

G e 5o Lo We o0 o ) Aos Liagie Sleabye judis ¢yl oVl il 3 (TaIG
Gl & Joas Vsl Gl Gy cdandll 535ag A0l dasilly Al Liajl) e il it (pandas & ausds
sl 138 5 V) Al gl st Aoy A S0 ety Ualsy) T dalaf ) eyl i)
Bt Angesy z3lai e Wl A Vsl (bl Uil o Auele1 A roy aiaal (50 a2l
e Hila Bygeas oYl o b)) Joatl s (ssinn S i e menal ) dslal) el cailey

(2024 ,35)) 2y o A Taanas Lpseadi 2 30wl 2t Ly cdanti oYl ala) saeia (o8 o Lalaa

a5 : Ayad) Jlaall Lalen SSY) ) Joail) lisSa (panaty Aai e 892d e claly
Cllall dgles o el 5080 o daadyl) Clgial) 8ol Jadh (ully W gl 8 a8l Joanlls LAyl
oY) LY Jmey) e Jie Bpgeadl b cadatl) adlolly o8icse 4855 Akt 48 elisg D lalealls
K55 - omls dale Dae aly A (g5in (B ol seaie 0¥ O G Aigally Sl
Lealy Ayl A3g yall Clllaiia (ya (SaY) aall JleY) e cilgall (Sa Lgie Cangll of CRFR 3

((SAMA, 2022b) Jlee¥) Ljhyaindls Spueall 5a¥) Sl ae cain ) s s

dgdpadl @leadll 8 g 5V oYl Jon Ay A 2agi csasmad) GBlacd) (s lo luals

Lol 53sn ol @-CRM fia) 520ns Lol Clusjlan sl e¥sl) @il Jolin 1) Jaad LgiST g STy

MipoceA(l



1y Al Al (e il oslaiaS ) Jpadll i (gnal Lol e ST (g I
Ghali, ) il @) (Jial e e . clShally el JalSss ccDulaily ¢ elilbaY) SIS,
Ly S5 WS ¢ g ST ool e 8 e g AaeDlally damgumdll/ LY L Lot adlsa e (2021
Aalall 50 Ll chuie LaaliSy Aagecd) 1Y) Wyl 3 e-CRM e (Alsheikh, 2023)
Jeaill lisal auy (higher-order construct) Jedl 2l dieas a8l Joaill A8 (gine A )laal
. ralzall o radll
Jaaadl dpas o S5 Bs sl el cdingandl (8 dagiball ddyeaall lassll Blu b bl
obia) daaal ) e Le oVl A Wile s dagidall A yeaall el daiie cildle /el
Gldle /@l Bl A il Jp Y 138 ol s deadll jedie 333y lbilll £ 1) Jag b i 2Vl
adlee Y5 e (incumbent bank) K38/ sxulis ey b a8 Jenill 5 give Y Lubi 435S (1

.(Mutambik, 2023) <lull uer Jala

hnbil) ¢ giaall o @i gad 1.2.2

e alae) wlis bl Slegiaall s Jaatll gl () dagandl (8 duilagll sl ui Yl
s lis gl adyg cllgivall sl s L gy ddadyal) bl lly dilasl) adal) dola
Gle ghaal) das () 2023 i raagy cle ghaal) (giane lad LAl aag alatin¥) Alggus L)l
A5)lke AV e siaal) 8 Sl alasial aliail xe 2023 & %70 @il Slgid) (o Lall e

(SAMA, 2023) dysll cilegiaall o cpangs <ol Laad )l cileghaadl o LS <2021 ala

10
|
MIDOCEAN



535 ady Le cdlolal) clgall oLl bl Al Ay gty Load Doagand) b oayl) Joatl Lasiyy (Lilh
Ldyad loadl) Layg Biladly clegaall o clalos ey il Jueall jan e dodlial)
o ey Al Aal) ASHE a8 T9ai 2024 L g Uil skt maliyy o el Aagidal
o) ol oy daaall (Y Taias ST Bpemn oYy ol Jans 3 L) g S cilesiaall s

.(Saudi Vision 2030, 2024) <;,Lall (1a cuj dashia je JuadVl Lpall shic

e Jsall A (ggine cpdan A A€ Al ) Aalay il ol ¢ elull £ Ll 130 8 (TAIG
458 LSNPS Jie iz alasiod a2 b . alatVls Ssldl oYl ihdiga s (Dhenll 4S5 L)
Vbl alaal U< 3y (2 magy ¥ 38 B3 g o e G V) el dagi/Lia)
O bl L aabl) Cipens A dosal 5y . ladl i) aaie oal) Joaall sga A dabal)

(2024, anhl) el Galall &5 Ala Juag Lo calaliad] Gy o)l Joaill 8 Ul gl s

Gilard apaiy Laalad) o)) Aiady b bewst Rl JBeS canhll Cijan cilaliad] el ey,

(One Minute cldadl mopd Jie ol (4 hadia¥) @l 8 Lo cdadly ded) dodjuns
b Uil daudg lyalia ) ddlia] cBans Laady Cilyae dilialg g9 8 (92 ileadl) dausisApproach)
Dbl ) il e (ssiaall 138 aia o teVsl) s oo oang s Y aasill 3 of e 12024
Jog $aaad 1l LAl 4 A5 Goe B Cpedlial) (iagl (gl Aaglie ) pdy Jay Sdalaill & Lo
legansis duadyl) )i 5ol G Lk Al 038 $Aalasy) Laadyll dpagill eV laa) (o ady

(2024, aabl) el daad )l daandly slasud) b Tule Gha Lo sa

11 |
MIDOCEAN



O Aualanill laaY)s dagisall G peadl) cilardll jhl e Dagecdl b adatil) il el Laals
Lo coa¥ls bl a3y daall hadll (sgiune I gl aiiall (ggie o Wi St dedlid)
Y] Jale (b dpadlall Hhladl 50y 55 Vsl o bl Jsatll (55 (g5inn T Gl Jas
agidall Ao paal) Cleaall Hodey HULY) ) Joa dallall dasill (giad) jodll (8 2y Lo clld H3es

-(SAMA, 2022b) 2l JtaaY) <l

ADlall Joa oy Gatd) dlie (o duhall dlie 22aT (apadais ki Cilgad (e G Lo o 3l

sail o @l ()l Cijena (o3l eDlaall ¢¥g5 (Bl Joatll i (gginne G (LEHN ABe) dand)

Gl Bpaall plail) B eSlaall ¥y o b)) Joadl) A Gsiea S L zanil) Jlgul

faall) dipan edas [N
Ay il 1.3

é)ﬁﬂ\ 6 §mal ‘UJ; 1.3.1

Bl Jsatll A8 (55ine o sgial ekt ST dallas s ) oxash L35S (g0 Aubyall o lail) dpaa)
L yead) 5)2Y1 shaie (385 et ddaisie il il daslaieS dae doleill i ¢ gyadll Gl b
el clilll eDllaty elibaa¥) oSN cdligyall [ huad) Y cdaad )l Ll Al Zuasl)

o ey dagill 138 L (Aagiiall b peaall loadll Jie) Zpad )l Cilaglaiall pa (yslailly cdadyl) clgial

12 A
MIDOCEAN



Aiad) 3yae s Aailie Cilyige g liads dalye (et Alels duaidats 5als  oayl) Joatl) it il

.(Verhoefetal., 2021) daxa Cilgals

S Bagy $Dlaall Ny Al (ggise Janyy sl e migei d2bua e Loyl dad Al o WS
Aagle ¢doylpainl) X pae a5eaaS Vsl alad daniy LliaW) pe ¢lgasti LauslisY) ALl L pucaitil) 53l) 30l
Gl yaialls Lgadsas el aly aall i yeaall oYl bl of ) 4laal) 038 a5y . (€WOM ¢ ppuiliall
il ) Vol Sl e Lasas ¢pilaa Lo yaa g Lanslas ) ABDal) Gl il ) dala i A yuuitl

Aaadl) Al 5Ll dyas e Tolaae) sl 4,

Lelasl (b pead) Jlaad) & Yl cila i 2K eWOM g leals sl Uylas Tim QS Aafjall 5 5e1
e Lo datiys Loy L SN dfshaial) AalSH dddlady daad)l il )l om daas ) Gl e
Joa3 Slsy eDasll eYs (sa basyen Taay eWOM don o) pagil) ol hyaial/ehyall sale] Sl
@ shll s Al Dbl o lgalSasly padtioall 4ja0 duad)ll dnadl o dudlio ) 48 punall dudlial

Ol e
Slae o e o Lhuls PA e dagradly anjal) @las) ) G8lu 8Ll ) a3 (sl
ey il ging) laaly Ly Laslass lojlos sy Gm (30 Al ) s g ¢ aahl) Cipeas
Aok A s ol A3y Dme 20 Y Glacd) 138 (A giall L peaal) claadl] Hlaag Alall Al ga

uaal) LK) el eVl Dalal (<am (. jLadY daga

-

13 |
MIDOCEAN



oAbl ¢ giwal) o 1.3.2
Aadl) bl g e el Al (b pad) Hhall ¢ lia acd Al Akl £aeaY) awaw
Glalal) J3ads Lokl ye Gleghadl A plin) gad LoVl e Dil SSY) Glaslpad) sas
By daady Auyad antit e ol 5,0 Ualil ST oYl 8)l) praal )l culgiall sad AU

(SAMA, 2023) cpauliall po Lutadng &liie cilaiia and Jadh Gaddy cclsidll e AlalSiag dialy

Gagma Sy (gl aalll Ciyean ol oayl) Joatl) Al araca (s (b dadgiall ) pgadi LS
Rl dhan) tdiead) giae (o dugale @il ol Goe Chidge Jyy Dl e 4ildie
b Aald Goeal ALl 038 iy g SN dnea il dllaiad & iy ¢ Cpanaliall Joatll LAY 28 siall
Blall A yna ) Glid) zling 3 edad )l chyaliall 5ab3s cBlally LS did) b pussil) Cilyd5e gsua

sl e L Gy oYl e ageal) s3gl Sl
(M) Jomally ADall 3 Eidagll chlaally Apadatl) clgall aes ) QS Lkl dpaY) auig
3955 Jie) ilubiedl yilall ye SV ani d se by oDleall ¥y o B Joail o 5 agd oY
Ldyad) B b e (Asgitd) Ldpad @lodll Jli DU 5 clegdaall daanl
il 8 kel ye Vsl uden il e bl Lalial ST cilashiie g Jonilld L (3sudl danilisg

(SAMA, 2022a) daliaal) daidlly (pYlg daad i

LAl AL daii Lgias eWOM e dalaill e Jaaad) dupaiy ugell cibly] Aaball el
o a5 dadd )l clill Lal i) 83 Tl Tl lajlac b Y ¢ el Joatll asa el

14
|
MIDOCEAN



Roy et al,,) eDleall doagiy daad)ll clill daowe Jo Jaina dile 13 (48| Blaly paradill

(2025

dupa) A 1.4

glhadll & b)) Joaill dsgn Chrasi e JENY) ) dalall 8 Jian ) duhl) S egun B
D) Lgauasy duhall oda ci¥3ls oaa eeDlanll oYy Ao bl adl T lasl ) e
S5 g Byalaall b pead) HIY) sl B iSie Guptie o 3D SE ) s Ly
1S agil day ol )l Joail o cpe HUY) 13 Gaeal asii L alasl ] aaaia eDaall $¥gg ¢ el )l Joal
ciail) 313 (3laiag cctlblead) Aty S8 sy oailiind JoaiS Uy ediens ilgaly Ay ol il Jlsa]
Yy dadlil) dlle Ldyae cilin & oVl Lol delia sale) ) (oads 38 Lay aaal) Aoy

-

Ll

s b)) Jiad) Jpad) say ¢ slaiall 138y Wl

Sl Cipan b odlaal) ¥y Ao B Joal) A Geia S s3a ) (S

Clnil i) (e degene b et A5 e 1He 2l Jiar il (gine o Jsall 138 G fidsg
SSA Calags i) Ligyally (Shmedl e (Al Anatl) Ll Jads cAlalSiall daddl il
Lyl G o)l leadlly gl JalSig ¢ edlanll g A8l 3)ly] & ULl cOllaty e lilaaY)
cdalanll 8 Ahanl) (B ety ) sasie SLS oDleall oYy ) i cJiliadly Logasll Baaia
(eWOM) dulai¥) 4y STy a8 ghaiall Aalslly ¢ (paudliall (g jal dudyrally 4Ssld) daslaall

15 |
MIDOCEAN



Lacdll Ysleall (e de e eyl sl o (Fis (ARd) dangie Bygaan HloaY) Jae ALl clSal,
rddan) yiall

Sl Jaleall e Gaagss $edlaall 4S50 LS anlll Cijeas ol b))l Joatll 38 (sgiss Lo <l
(M) skl et Tals Slale @l jliely ¢ eyl il ma (saad Sleall @S] Chaass
48 glaial) Lallg ¢ ppuadliall Zaslaall 2 paica) s oalasly aabll Ciyna sDlae 6V (Sginna Lo <Lalh
ot GlEdle

S Sl 22wk 3Ly dbagy eDlaall oV e i)l Jonill 35 (giandd S 5D dagla Lo (TG
ol Sl gl e gnriall G 8ydlad) Lnadl 2D las) Jslall 13

gy $5an e oVl sl e 2es IS e o)) Jsatl) 8 (g Jhaiill ) Al Le e,
LY (Gpaeadil) il 3an Loy cAaBaal) aladY) oo Ailiie 868 3w Al il 1) Lo Jolaty L) 13
ol

€edanll oV ye 8 A (ggiendd Ls€all ) Joaill bl e IS ) SV Lo lsls
dapleadl) dalas Y a5V SLadl e JESY) iy 3) cdaaie Lblat daeal J3laall 28 auiiSyg

Cigl) & hgrg ez sikall zdsaill duylail) dadl) ans (3 5eY) (bl Joail dlaad e ey IS daseail

sl L) clglel Glis Jhal ¢ Ll 328 Gaaadas <Y 45l

16 |
MIDOCEAN



Badaie dpueadd dlie A o cdale doblay) dADle jlad) e duhall eWlas pans Y ocellhg
e Lol Y1 ddasg KU AU jlasly daaalidl ) Caiag Gn pead Glgid)
A shrad) Ylly a8l Joaril) laal b alga) Ao ol s 3l sy dungiall dalpual

el hall Adle ZaaU )

Gl dilal .1.5

Jascas bl Lgihlae aaad & dahall L) s Al Lalad) dagiall 5l Gl Calaal JE&
Bia) e i Jiaiy cctinal) Liluss Ayl A1Sa (pa Bydlia Calaadl) o2 3 3 cdac gumgall Whagia
b sl Lanlailly Abpeall Ciladl) gun b lgie laY) ) Auhall sda e ) KLU dads

SN lasl 8 abaa ddad) ANSEY) ass (e B Laall 53 Cilaal 3aT cileg alall LY

ae (o 833%a ¢(gasmuall Apad) plhall & Slaall Yy e byl Joaill A (sgial bl

Al Al alal) Ciagll 299l .1.5.1

Landl i) Lashaia dbasy byl Jonill 38 (sgicedl Lalull Y1 las) 8 dahall bl Cargdl Sy
¢ Comebliall Zaglially calanll & Lyhpaindl) samial) salals anlll Cipas ee oYy e AkilSie
b Laling Wnsale by Tojluss 3¢5 Auagnns Bdyemn iy (aca @lllg oAy iIY) 8shiall 2allly

Adlal) dml) g Uad dacdlis

17 |
MIDOCEAN



Lo Al dilaaly (Ll 1.5.2

Cilaa¥) 20 oz lnaly didaill 8 dagie Aaea (33 s Lnasy cdaball Hlell Cangd) e e
Ay dae 3l
oPlas 450 LS aabll Ciyan gl (i)l Joaall 55 (ggine Chiasiy (uld 1Y) agd
) Lgyally Shmed) 5a¥ly daadyl) datl) Ll 28 Abdial) dusadd) saledd ani DS (e
thaddyl) Al alailly clS)yally cdadd)l gl JalSiy ccnlilull @Bllaty e lilaal) (IS
leasis ol A g g (Soladl Gllasall (82 il (gl dsaad) @) o el e
AVl
& A AN salals aahl) Cipas Dlas oV (s5ine Chiasiy b AU Liagl)
LnladY) dg pSY) d8ghaiall Aallls (audliall (g el L peally LSsladl daslially ¢ Jaleal
il e jlasl i eVl L Tty luadiis lagh =it Le (WOM)
diag oDaall oYy o b)) Joaill 35 (ggiad Habadl JSH AV jladl sl Giagl)
Qi) (ggiana (385 Cpnpaiiall (o Apnanal) 28all Al ) 858l (e 2SI ol 23nie LS 5L
el S
$Dasll Vs alasl e 22 IS e cayl) Joaill 35 (gsinnal el V) Ladl ol Cagl)
Gaxh Lo sy ¢eWoll Aaliaal) aleY) e ulin Y1 598 cilS 1Y) Lee (RS it Loy iaa e
Al i) SlgleY) amg 3 adhy 8l LY (gl agdl

18 A
MIDOCEAN



A A (gsial B3R e Joail) Sladd e 23 JSI ol AY) ad ualdl) Giagl)
J9 detl) dealsall st ) Maay! ) Las) (gsie o JEDU eDlanll eVy s
(e L) cbslyl lis S ¢ lal 428y Al Y 238 L 58y el duniljiud
Jsaall Sl iy dlaall ey diedail) cilgalls ABlaall oo gradl G paall Closwsgallg

el lall Bard b yaall Gl & eDlaadl oYl adgs 5SY1 )
¢ elally Cavn il Ty (gac L (3haia (339 Aushyall alall Cangll 3abatl duc yall Calaalyl sda JalSm ellg
Tadyray dongie Ailie Gl ) Len tdagilly zbinY) W Yoemy ¢ uusiilly JLaaY) ) iy &

A daadlall dlle 3l @linl) 8 yeadd) oYlly il Jeaill bl 8 Jeldll 2lgudld alhsh

19 |
MIDOCEAN



Gad) cluag .1.6

Gl ) dfinall Al angm ) Sl SLaadl ALGE) Labinu) debual) Cudll il 34
& Ay Alall iy @l syl Lyl AsYlg (gylaid) YD ) Baties cchpiiall G L5
) Ak sl gl Al Akl LY e AlalSie daglaie (ye duhal) 38 Cilicasd 3l
Gokalp &) 8 Jsaill meai zilai wludly o(Verhoef et al.,, 2021) ssildlly alaaayl
clagll 5yl cludg «(Kim et al., 2024) dagid) dpadl Yl Gilaaliag «(Martinez, 2022
Ofina s Al all s3a ecatis . (Belhadi et al., 2023) e¥sllg 4uig 7SIV A8 glaiall alSIL Lgile 5 4l
gl o il G A GBE dicjh il (oY) dawdl) dacadll e FD (e
raiilly S

AN Lonipl) Loa @) Y

adlee ¥y Ao Al cipan s Bl Jeadll AS Ggial uilas) AN g3 S aag iH

Al aseie 2Ly ddag
Mad oAby Ly daad) JB e Bl ad)l) Joatl) A8 (ggisa (5 (e daaill s2a (3llatig
Jidh aad ]l ) pally cilgall JalSig e lilaay) oAy Shhuad) ey dgadll Al fads dllKae
) ieea 8ygamy Ad yemal) diuonday adaliiy) (sgicea 0ntg Jrenll dujad LSS el haae Ao 318 (3hiie

5995 e OSaE o Jeaill b s SV gnd) of ) e U ALY ) A jdll oda st

20
|
MIDOCEAN



Felipe et al., ) daad)ll 4Dlally 4idh 5aLyg Adladind Jaad Gaasty Jaaall Joaill AalSH (il yie oYl

.(2025

edant) oYy Alasls ddlaial) duc al) ciludajal) Ll

G e o) Jonil) A5 (giney 4ie 23 IS ABe (b 38 2l daeie Ly Slaall Y5 Y 8159

A0V eyl il syl Gub oo

31y 5l

agiall olay)

daia @l Lal

SO

(*)mase i

Jalal) b &) ain) aad Ao )l Jsaill i (ggienad dilan] AN 53 Cinge Fl 2ag
L8l Sleadl) 8 Bpinal) sl o ) 2850 138 dtiwsse aalll Cijan las (sl
ol clgiall agalaiio) Jaas gasdy eDleall dulagy) gl 3eh

(*) e S

Cndliall dagliall aah o )l Jonil) 35 (gl Aflan] ANS 53 Cnge A 2ag
S ady Gaeal) bl JalSll o ) adsill 138 3gmy - oanbl) Cipas e (53
IHE S Al gl ) JEDY deanl) BL6 el Lee Liadaglly dossiill Jpal)

LAl A

(*) e i

Aglaiall AN aad Ao ) Joaill i (ggieed dilan) AVD ) Ciage S dag
el o gl 138 Sy )l Cipan elas (53l (EWOM) ) duig SN
Jnd Laa g i) claidl) e daagill edaall (o2l 4813 gdlgy A shacial) duad )l

celinl Gaised Jlaudy ) 528 ol 50 AV

ch

a8l Jgal) sl Adlaiall (H2) A0l Ayl duaal) (TG

(& ihnay) <A ¢yl cdtiatl) Auiall) B Jgasl) sla Asal) Lot lusal) (pal

sSaall o3y Ao il A (i)l

& Sl B ) K ) e S daptie dulid) deshiad il all o3 Galeh clglena g

ol Ol sl aski b aged Apla e il il Gadlaial e Lee el Aealaall )

21

MIDOCEA

UNIVERSITY

i



G Sanll oYl Tl SV ) L) clslsl sas LAl g lia a5 il dady g yeadll

Gl migad 1.7

dingia Bgamn 20l 3 cAuapall Clpaia (g LDl Al Zaaaalially dsyeanll Zan il Ganal) - 3ga1 3a
$¥9 "l uaialy b ) il A (Ggied’ Rl uatall (A ieal dand) ALY deyls
£l Sads (a8 Jomill das) ) S e ) 138 (K5 204K meiaghy caaeiall oaladls " land)
Lgalindy 2yl AU g paiasl ) A yaily Aybatll ladY) (e g 3pall 30 (Bl 3 85 . Adbial)
S e Sl ¢ yemall g S oYl cilasaly eyl Jsatll ad iy Allatial) il Lo Vs

Al (6) agaad) andaul)

8 Jaiwd | pail) \

el Il Al elaslly & i€T, A0

Lidl sl

Ll pal] il g lall 3 il 7 S

22 |
MIDOCEA

LLLLLLL fjwwvll



e Jsall 35 (g5nn G Bpdlaal) Dpnaadd) ABa) Arids () IS 3 - ) calaall 7 3gall) mash
(2) ¢daed ) Al Al (1) £ p Ll sbad dsed e ey 1ola) daxie Sliise Tykia 4y
(5) ¢huall sl Jals (4) ecbiball cDllaty elilaal) oIS (3) cauill dig yally Shmad) (1Y)
Ay ) (1) 1o Aay SV ania Lagli Tpuicia ddemgy eDanl) £¥s Cpmg caadyl) &l alailly iS5
Db )z gaill rcwns Ao Ag IV A ghaid) AalSD) (3) «ppeadliall doglad) (2) aladll b
S sl a0 (gginas o(Hr) (Sl (gricnal M) il (s5ina tomgine Ao ALl o2a

-(Hla, Hlb, ch) ’E.J_)Q.\A ;\}[jj\ .Jl.a_j &s ‘”;\.C\M &aw\ Jﬂi}“ JL\:\;\ = ;\)Mﬂ c(Hz) 2\_15543\

dasiial) Lfasal) Ladal) olSa .1.8

Lsg pde LAY 138 g cApageadl dgsyad) ASLaall 3 aall Ciyene eSlee Lilase 2yl 238 Cingins
Cijlad) 5 aal bl Ciyas fidh kil @) puall eaa e Ldulailly Lagial) ialil) (e
2S5 3 ¢ sasrad) ol e eyl Joail) Jlae b Ualis lagisly allall (ggiase o Ludlas))
PUs 1) 55300 400 e ST 2k b o ) L) 38 e dle (s5ine 00 Lsiad) atlalad)
eDanll (3o %80 Asesis dadd | gl yie 2aall AV Slaall e %97 llaiics coang 2024 le
S e adial (sl 138 Jenay (2024, aahl) el L) gl (pariiey il Guladal
dra oy Slaal) oYy e Y1 Gy Slaay) SLasdl L Ll Alls Gipead) e o))
dasyall duball Blas e dajlall Ghstiall Jasca daly Cijas o Sl oy cdaagiadl @)yl
bl g (gyaiens Ayl g g ilinll 212l Bacall 5hay Las cclgidl pn Apasgall DAY

Slasall ¢ g SN aisall clsad) Baks) aabll Gyl dudd )l culil o lslalas (a sDlanl) (pa

23
|
MIDOCEAN



S aul (ga 2 LIS Bpd 2Ol Glacal elldg ¢ ygil diw e JB Y 520l (Ladd )l dd yeadl)

(B8 laall A8 455 Llgs (sSag Bl )

Ladly (uSas clily Ao Joeanll Gacass aal)ll Ciyas oDlee e dubll sl guba ola o Jull
o Sluasill arexty ey @bl Al Aedll e e Les dediie daady Ay pe biis Llels

i pemall L g Al Al S e dadlil)
& gl &

cadl Lagia .1.9

iyl LAY DU Gaaatl) A L) Jgemsl) il aaad 3 haY) SURY) Gaaall duagia 383
Cumo dahpal) 03¢l da il dngiall Cianda Mg dae guingag daale dalpay Liall VLl e laYl
daia el Rediie Allad Clehaly Agise b Slodl iy i) ASEA Axph g (35T

Aahyall Baasall 3gasl) ana Al aveat ulilEg JY iY)

) azaail) 1.9.1

«(Quantitative Descriptive-Analytical Approach) usill jaagll oSl zgiall Al im
Alasialy Cilumydl HLad) i A58y Dsae Sluld e s dug el Al deds o ) slnal L Gllyy
usks (Cross-Sectional Design) Ladste Uaai sl apecaill ateads Agalina) dilasy) callul)
sl i (giene O Amaadly Al V) DAl sy Lidlo ad Las caanly die A b il iial

24
|
MIDOCEAN



A Auhall sasaal)l Calaa¥l adaiall a3y LAl Ciy 8 et LS Dleall $Ygo a8
chlaeY) I ddla) (il e cbusall aim Y ) ladly el Al Crag ) s

Aalial 3 )sally 8l Labeiall dolenl

Aad) g Al 2l palina ,1.9.2

Ol Apagaaadl dyall ASkaall 8 aal)l) Cipan eSlas panes (o duhyall aaine O3S0 1Al aaliaa
Bsas (i) e Lyead) claadll S (Jloall Gadsd) daadll alsB san) Y o (seriicg
eDlandl ars cAupall goase Ala V) A5 o S0 B8N ol adinall iyl iy L Aaliiie

Ll A (ggian aul (e agiKa 5 Cipeaall ae Ay Bpa gl cal€in oAl

e LU g S sl aladialy @llyg cdlabivial) Al Aiell diahn 1 LAY cygbady Adal)

Ll pead Laeesty Alisg Alall il e laa¥) Jalgil) GlSudy dudyll ciliaidll

Green agh I caawiall jlaat¥) Jalas b sacieal) Loli)Y) sl 38y 03a08 dued) aas L
Algisall il sae (M) i Cun (N 250 +8m 1 WV Lyall Ll aas siew b (1991)
b Win Sl yiia ghasy (oadyl) Joatill slad dsed ey uall 3903 o Lag «JandV) z3gai b
asall bl Auleall (f e lunies 90 aly diell (gylaill oY) aall (8 cosaiall lasa¥l (Jlas
Luahpall o3a Caagiad 131 caally bl ¥ L) Glafia 361 diliay a1 asl) a5l ajhes g
e %90 e i Aaaty ALK UL dntiadiusg . Jadaill dalla ikl 150 oo Ja Y b pen

ol aan e ABLaal LY Lihie ye Aalss Waladl aan 1 el

25
|
MIDOCEAN



Apolatily ad )l ajgill Lgiasdlad Tlai el wand Bty Bl Adaial) dg 5<IY) &lany) adiad

Sl Jaley Al Al i Aaguls e Ll e Sliad clginllany cililall gand Alsgasy Lghuks

it aan 3141 ,1.9.3

(LAY | glaa :Yof

Loatef s LlinY) slae 21 o

ahaall ase i

B alafy il 4 giaga ) gaall
(25)
7—8 ‘&_.!)AAAS‘ &e dalaﬂ\ 8a c‘__;aéﬁaﬂ\ @w\ c),ad\ ﬂ)d;.“ 3.:1.044}3\} 2\33\)9)433]\ L‘.}h\:un djtf\
cleas) gl caladia) HHS cdaniiosall il
20-24 JalS5 o lilaall el ¢ Syl (5] (dinil) ) e Joaill i (ggiana | AL
el ) S yall (i gial) (Jasesall yuiiall)

12-15 a8 glaial) LalS ¢ ppuailiall Zagliall cdalanll 8 A )y () sl Slaadl oYy | G

(eWOM) 4 g Ty

Joail) i (gginne B Honal) Gk 5 - Camatinall dadaglly Gl e ganll bl Jo¥) sl Cpanay

palerls eDleal) oYy Gl jonall Gaing st oabedd oo Jreall 4S50 LS aabll Ciypna & b))

26

oubdl) Gulia <Ll

Py ket |

MIDOCEA

UNIVYERS

1T Y

i



S (ulie (385 Cligie desad (po 233K ablge dayy Cililly AN (y0nal) i (el 8 aaiad
Sl dalgall (5) dapally suadll A8lgal) axe (1) dapall a3 Cus ¢ (Likert Scale) uleal
s WS clguiilly dulaY) Ggaall (& lShayly lalat¥) (a8 e gl SISY) daall o2 3y

.(Maas & Liket, 2011) dsans cilial il daaS Bldas ) Joganll L6 4 5 <iliby

27
|
MIDOCEAN



Laal) 8ol Gaa e (3R ENG

(e (re 3anall (s e Aol 038 8 adiafiong ad 4kl Crania L B8Y) (ul (se Grealls duad)

ALy

Ol e 220 e A6Y) g sea b AiLawY) )5 (Content Validity) siaall (33a
Ty 52 slo Al Gaagy ¢yl Joailly b yaall Gagully 5y e 8 Granadid)
claade 38y cadad o chaall Jlaby Adudl lalad ) lelaily Wielua 83y ooyl

.(Caldas, 2003) Sl gl Jid OeSaal)

COlalae 28 PlA (40 43le Jxics :(Internal Consistency Validity) Al (§lud¥) Gua
Ji 3 «(ltem-Total Correlation) 4] <35 (2 seill &SN dajally 3388 (S G Ll Y
e e JB ) cbadl) Caind ol aal s 8 ¢(0.30) Lebla)) dalee Jolaty )l

.(Field, 2018) sl
Lapal) 30 b e (sl slay)

bda Adialy L Alilee Cigylh 8 dudlaie degane o Lkl die 30Y) i Sladl (sae lEll dead)
sl sy clgunlie cili e oSall Uslud (Cronbach's Alpha) #lis S Wl Jalas e dudal
22 S ¢ Lig S Wl dad oy Loppanitiy dgluen Alsgad AyJaY s AuclaiaV) Cusad) & il <Y

el 13g]  MaaY) Gubiially Bajite dusadd) (b)) Joaill 35 (ggicne) Jiinall yuaiall Slad (1

28
|
MIDOCEAN



& Jsaiall Y1 3a) (0.70) daill ey AV (eDlaall oV5) alill uaiall aladl e aad JSI IS,

.(Creswell & Creswell, 2023) au))all s2a

Huaay) Jalaill qullad 11.9.4

el e by ( YauwY) J Caagll e Job datieg dacaly duilaas] daglaia dufyall adiad
bl Ao ariidig Ldadaall UL dephy Ciagied) died) ans pe dBlsiey Ay Lilas)
AaY) el g haY (dbaley Lo ol 26 laaYl) SPSS dilasy)

Ll pall 4 saaiedl] duilas Y) callw¥) paile -2 S

Byiddl) clua il Jaladll (e (il Alaay) cled) | #
) E lalray 4 jhaal) Cili)mi¥ g dplenl) Cillaw siall lun il sl | 1
1 Glwl) s o . -
) 2, Clgise ey Ciyiall aysh Chagil whaiilly o)l
Ll 3 oVelly el il
Jd) clal el ool sladd (e el JSI 1A LY Sl e (gl Flig,S Wl Jalea | 2
(o luny) Julal) (a0 = 0.70 :Jsal V) aall) I el
sHia sHi | )l Jeatll (55 (ggise (p dpkadl) A8l olaily 88 (bl | (senpn Babi)) Jales | 3
Hic sHyp Ll HLidly conlasly eDleall e¥5 chmg dae ) salads (Pearson r)
(Al as) (a0 < 0.05) (ssiuse 2ie Lilan)
Jiise axieS) eyl Jonil) a5 (genal DAL BY) Slaal | Jhdll jlaaiy) diss | 4
dumjill) Hy (R?) wantl) e yuaitis ¢ aaY) edbanll Y5 e (S Simple ) L
(Y Lawai ) (B) s Jalass F dasi Linear
(Regression
SVl aladd (e axd IS Ao nll (ggieal Habad) SV lad) | dasd) lasiy) Jas | 5
O'hp 9 ke OWOM) «ylial dagiall e pin¥) (53m e DU | (Almiie g3 3)
i 2 O A1 58 iy

29
1
MIDOCEAN



L) 2 el iland)

Lua i) Hy Joail (gginal Anadll 2} e aed IS il BY1 jai | saeiall Jlaaiy) Julas | 6
Laa L) cdtil) A e oSally ¢ SN eDlaall oY (s e & 850 | Mulltiple Linear )
(Al CAY) ol 5l daia aen a2d UK gl (Regression

(oilal dilas | ehail) o)) Joatl (gginn 8 Ailan) ol e RSN | (galaY) kel didas | 7

) ‘uul_;l\) Egabcﬁql\ Qb:\i;'\d\ ERWERIPY PV | Y
Bonferroni jLaal ady (< paall e Jalaill 520 ¢ paall
dalall dic el cli)laal

One-Way )
t slasly (ANOVA

toalaie dungiall il pually Slan) aglul S uaiti 258 b Lasdy

agh Jalatl) Yl

Ll due pailad e ALK §ygem ail ddatll e (A1 Alsjall B heasl) dalail) aadiud

Cpxial Agiall Canailly ) SE) sl Lbaasl) Cilebasy) Jady il Cilyriall Glgioes

ISy aad <y 8y <0 Wadkely aul) ol djbaal) ClahasY g dulual) illavsially (e ganll gl

o=l e @il (Kurtosis) mhyills (Skewness) elsilN) alaa ) 3ilia) ¢ oan) aiia

(Tabachnick & el culyLaaY ) alaid e id Lay edalaie W) e Lo Ty calilul) sl !

.& Fidell, 2014)

& LS Wl Jalaas bl Ll <Ll

138 ashig L Ailayl aled e el SIS0 GBLaaY) clE Jelee il Flig S W Jales o)

LU OIS ol csanls dpamlin Ay Gl b i of s asll) 2l i of s e (alal

Al 3y canall aalglly sreall G dalaall i gliiig aem Jals Gl e clld Ja ey Ly

(Field, 2018) au,)3Yls dpelia¥l Easadl b Jgiall 31 3xl(a > 0.70)

30

MIDOCEA

UNIVERSITY

i



Oy Jalaas Bl ) Jalas WG

48lal) 858 (ulal (Pearson Product-Moment Correlation) (send (Jadll Jalo V) dulas (5yan
Zolis (DN salady ASH) oDlaall o¥5 G (Aesaddl sdlady Q) el Jonill 5 (ggine O
ol 2 (0.30) o S dalao 1281 uladll (35 4nd A5 o(+1) 5 (-1) O (r) BLoY) Jolas
st ady g8 ADle ) (0.60) (e lels cdlawsic iDle ) (0.605 0.30) (g cdin dDle
gishy Iginulag uladl) 38Dl 25a5 0o 40 RS ) aat¥) Julas J Ty pem g sl Lol Y

.(Creswell & Creswell, 2023) ) aan (e Gaaill Ja
Jasd) ol jlaniy) Jalas sla

oY) daesdl) dacaydl) HLadY (Simple Linear Regression) Jawll Jadll jlasi¥) Jilas aadiud
sl 35 (gsian Jaui ) JlaatV) dlblae o YA G e(Hhre cHig cHig) e il) ciluca lly (Hy)

Clydsall Jidaill 138 e gty (al aiia) sDlaadl oV lad (e 23 IS (JEinse yuiie) (a8

1Ay

-

el juaiall layidy Al bl i) 8 cplil) s ) 5088 2(R?) sl Jelas o
(00£0.05) (ssiuse die yaaiV) z3gail LAKH ANVAN) a0 1A 8lany) lgheals F dad o
Apadl) aighy SV oladl el 1 (B)Sliaall lasiY) Jalaa @

Ban o jlasns) Jalee JS AV Hids tddlany) \giaalst dad o

31 A
MIDOCEAN



Gy edyhpaina¥l Sy ¢ S oYl S sl Jayy Jo¥) sddasa laad) zila denl (gyadg

.(Cohen et al., eWOM. ¢ Cdliall 4 glaall
Cohen et al., 2015 ey ¢ Cpaaadliall daglaally
aaiall laady) Judas sleald

(Enter (saliuall Jaay) sl alasiul (Multiple Linear Regression) aasiall jlasi¥) Jalas adiad
el Joarl) sl (ga aed < deil) daaliaalls daleiall (H;) &) dacajdll sy Method)
(@AY Al ik dana ae (Bi) 208 S Jtsall Y1 50 sl 138 ity L eDland) 6Ny s
o=V Aantl 5] lislgY) dings 2l Le sag i BV YU Dot SY) 3l e (23S Laa
Lol AIKEY) Gl e @) tlaw Yy chaallY) dagidl clalpd¥) dadl) b 8
sl Al ally 5) oe b ol gan W VIF Ldse e (Multicollinearity)

.(Field, 2018) \gullxiely (Residuals Independence)
t JLidls (One-Way ANOVA) (sala¥) cpbial) Jalas :Luala

Independent) dliwall cliwll t ladly (One-Way ANOVA) sola¥) cplall dalas (gyad
Joaill A8 (Sgie (A dilas] Ao ld 3958 dllia il 1Y) e CaiSl Caagy (Samples t-test
g Jalail) By cdyenll &dlly ¢ ainllS) Al ganall lpsiall () (6325 oWsl (ginay Daal) )
O Akl ANOVA aaiicg (pa A o(peiallS) Gficganse G ARall £ lod) aadiisds o (puadd)

Sljladl @ljlad) 5 AANOVA laal b Lilaa] 4lly (3958 dgag dieg . i€l clegana EDE

32 |
MIDOCEAN



Field, ) <legaadl (@558 Ghlse aaail Bonferroni ksl s (Post Hoc Tests) duasldl

(2018

LavaAY) @ ey 1.9.5

pac g Lnadall clball el Lyadl Glecs tless Yy cbadinall L) ABNAY) julealls dahall a5k
O alsll Zladyly (AslinY) s Ji Sl e Bpiea) Ailsal) o Jsaally (lgie risl)
Clas¥) B s ¢ a5l (lad Gse (Y Qb aladind aae g L) GaanalSY) Lyl al 2
o Bl Baconsgall Aiilgal) Cilelin) (385 duall a3 LS lie)s (ol (g0 iy () 8 AS LA

dual agaa 11.9.6

Wgda b LEE U Gl 2aaky bl mens Glai dascay () oyl SURY) dahall sgas 34
Gl Jlae e 38 Loyl (DIA (e Lnalall duigign 3a8 dy cinall Cinai ¥ a5 «cla iz
Ayl 238 3508 23275 . (Creswell & Creswell, 2018) 4iak cubalal l dungiall gally Al

Z‘._?-"&\ ‘9;.'\3\ GJL
:4.c gagall agand) Yl

laaall Bl 3 eDlenll gy eVl Joadll 35 (ggiunn o Bydilaall A lad) e dudall o

cAoall Ay derdll e Loa IS dlding Alaa ol Aoy Clpaia ) @kl (590 cdaddyll a8 yendll

33 A
MIDOCEAN



o2 A byl ) (s Chupat jeadis ol o Sliad LAl daiilly (g ASIY) Aaddl) agag
cOllaty e lhaal) o183 ¢ ) e ls cAaaall Al sk Lol el daed Joa Lyl
3 gl e dadinadl GludV) daabie (e adicd alad g (Gl lSDals gl JalSts ccblill)

o) 13g) glciall skl e 8 diaal) el Jonill lisa paan ash Y

dlgal) agand) Lals

e a2l eg  Bpageadl Appal) ASaddl b aall Cipas odae o Dan Lglasall duhal (508
bl ) aseanll LB N8 48 paladl dusgal)l @lyriall cagie Java (e SN 10 4
el Joal (ggicne (i 8 Cum (dilide Jgo b Db cilelhl o of Akl b ga) gy e
saswie S5k Chagied AaaY Anlie il ehab (agh 1gly (Lpass Lils daudlally daedanll aving

35l arext LB (e (3aal

a3l agaad) (MG

Mgy Bl Al (ssise S (Cross-sectional Snapshot) daalaie Ll Al bl Jud
O Ly (02026 ale o (SE/JSY) Juadl) tda sl 55dll) bl pead dia)l 8yl 8 Dlasl)
Y a8 ) Gl elejluiie Tkt gy (sasmadl dyad) g Uil by anlll Ciyan b o]l Joal
(e 2al) 138 JE5 - Jontl Snn (e Adlide iy Alsje 3 Aubal) cual 13 4l adlsll Lo

ol e eVl (il Joatl) (g AR i Aliiane Adsla il el il

34
|
MIDOCEAN



Lagiall ygant) :la,

st Lamje Goldl sag ¢(Self-report Questionnaire) dslill Llawy) csbad e dull aa
) (ggindd Jaaall @y il 8 3) (3,813 454 (Social Desirability Bias) e Laa¥) dilaial|
Gaaal) ) e Ayl st SIS . Jalds e sunsa pui (g Yy Basmy Gadlsns of Al Cojlaty )l
o Ll bl i Lea ccipumall Bl (g0 Bliiene dacguiage Cilidiza o Y ()l il (ginnal
LI Y alas dadad (gga Bl lasaV) culled alae) 838 ey e 3dle .« Joiwall paiall Ll
okl Uad e Ganlial) 513 aliid) o a3l Lea «JSegl) 7 35ats (a9 (a0 Jeadl) e 8y03l)

sl

caaadl) Lt (pacm 8 Adulaiy duale Aad 3 Al il Q5 adine 353a]) 538 cyia s
sanlie a3 o Aol ol A3lhe asleai i gl sda jolati dbiius agaal Wi Gl fidiy

+Byilae dacgunga

35

MIDOCEA

U NIV ER

Y

i



gosdall £ kal) gl .1.10

3gdial) Calaa¥) sl Jouaill Jaslsis JSEY) Jodit o Lalaie LuanalSl DSia i) s

1 iSegd) kil

el i) (alaa¥) cdaaal) Al Ak (dadiall Jadag tduapall alad) Y 1 5Y) Juadl

sl clually (el Uay) @ AED Juadl)

(gasnadl 2Bl ala) capgiall) Bpmall g Uaill 3 ad )l Joatl) 1 JgY) Candll @
(a:\g.lﬂ\ UA:\:ILEA.“ cz\::)_.gmﬁ\ CJ\.A.J\ cejéfud\) Z\T}Aé‘)j\ Z\j__}_.d\ ‘5 e lazll c.‘).[‘g ‘:;.Itﬂ\ Caandl e

Lgale Cutailly Aaladl il al) daspe 1B Ginsdll o

(il Gaall @Y Chay Gecatiy ddilaall Auhall clelaly dagial) sl Juadl)

36
|
MIDOCEAN



Ailasy) il e tchlucaydll lodly cabiball Julad pecaing 1 dead) ehay) raaldl Juadl)
sl il day rbuagilly clabina) cdilial) & oYl Ao a8l Jeatl) A lasly
IS8 Ayl g gungal Laaaailly Loylaill Cilsal) dpdaas el AlelSie Goyk dajla ISl 38 Jiag

LC)lge

37
|
MIDOCEAN



i al) .2
b bl ) ¢ ALY Jacadld
doaa el &

|
MlDoqEAIT!
38



L) claydl) daalpe 2.1

Juc gumse yglae danf 3y Lakaia cctuanl) 1aa & s 91 Alall 3 Aaslaal) ciliahall ansdll 138 8 (m jariads
atady ¢ ahaall 3luall dalue 2y clgiy A Jolim & daa e IS Auhall clyiay 125 Aleludia

ALels Ao Lliey daalyal

(B paall gUARY & Bl Jeadl) :JgY) gl 2,101

Pla Gjladly HlaY) bl b hgeas Glegngall ST oyl g Uadll 5 )l Joaill 32
e 4 clahal) cands Sy . elow da o uaylaally Cpialll e aaly alaialy il 3 ¢ 5aY) saal)
ol clyally maail) aniiy Sl ey calalag Jeaill dagl i) Culsall Je 35 e o Jlad)

Apedlitly asessal) o1 e BY) Guld sad anl (e
Alafpag LB paall byl Jeatl) clbad)iul ddlial) clual) Sl

dalat e Aullal) cilecsgall 3 a8l Joail) L Konteos (2024) 5 Papathomas duly civa,
Al Alsye talliie Jalye ED Jar Jonill o ) cilliagiy gyl b Basia ddpems YA o
Ayl iglat ) sl o Aaball STy Ll ISV Ala ey ¢ cadyl) QoS Ao cdpnlid)
Lasy Jeadll #lad o ) cuald a8y Audlia) dasliey eleny LlaaY) e e 5508 cjelal dalal

aally « dlly il : pglan B o sl

39
|
MIDOCEAN



<V Biagie dealiaFelipe et al. (2025) a3 ciylaill gl & Jalall b))l Jsatll ama e
by el Adsadty Sl (Y] o) RS dnd )l G liall 8580 Gl & Sul) B Jail
gl of S LS L ) Ll gall e Lysaall Sl i) (K8 Jaeall e Ll Gl b
So rar Qaeall a0 6 Lol Bae iad ULl cBllasy el oS G e

il gad) e ol pulidl

duyad ) HLEYL gl eyl Jeatl) (2023) glasag jUab A il ¢ oanlSl e Blaw Sy
Gradl B Jeatll paide e Jads peed ASLedll ) ) Cualdg cngand) dujel) ALl
& rad) Bl Jeaill of duhall @Sl 5skiie dnady Aia Ay dacly dpeln hl deging

JSIL Jsenl) xe Jaladll 23903 ananat ale] () Star o dplalal) dnad)l) e paidy Y Lo gad)
dulidy byl Jgatl giad g dlaly dlaial) cilu)all (Ll

e de e dﬂa (DX-CMM) (81} Joaill geucai peladl laasaMartinez (2022) s Gokalp a3
chac gensally Adsadll Cun (e Bygditall Zilaill B Hpad o RISy (dneadlly Loclivall Cilisgall
Ol 8 Jaad) 130 gl 285 dnadanil) A5 yally A8UEN A05aLaIS dsan Taladd Jagh Lgalana (o Taiticns

Lo Al ly dpardanilly Al ale¥) ot Mal&s ST et anlie ) Aalal)
Criayaind lyadl dels dea)ye Plekhanov et al. (2023) sl ¢ eyl Joaill AU WYY iy
il Cligioe B Gada 0 asehd) o I cualig il Jsatll Jss duls 200 e S

Jsaill ) il Ll i) LoeaY) Sl . doaadl/ 0l g5ty cdalaiall (ggiusay cdeliall (s5ice

40
|
MIDOCEAN



Bac Laiall Caladgilly dpedlinl) lSaalinall a4l Jalgal) Lgad Jo Ui ligioal) saaata BralaS o)l

s kel

(shpaall g Uil 3 daudlill Bhall 50505 3 Bl Joaill )53 (2025) (8 ey cdanyall il

it AlelSia g Aleld daady culiaiil il i AN Gojladll o ) palig clibidas Tany agia Laasiie

el L) 8 alall s Gl sange £aeS anlie cle ) Ll a4l e legale Ll Tl

et Bl Joaill o (2025) 85 dadpy S (b pad) lardll 8 ) Jeaill dma oy

Clelaal) 3 Byxinall gl Gl DA (e Lgiasas L yemall Cilaad) 50US et 8 Lisina Lalgad

BlSIl 3 Y Al Jaenll A0ja5 22 ek lagany SSY) i) o 83550 cJgumsl) A01Sa) 3303

L) A jally Alal)

g pspie Jags

LY e o iy il

aanlly

axiall e po
& adaall )
sl pall

ol dalall
& A (s s Jal
Al al Hall

=l il

G e sl
gl Aad) ¢dal e

Sel bleal La g
e Slaally
£\SA Y
Ly,  elhal)
Clagl jin) A< ikl
ST
gl & el
Osalial Aalall ¢iaial
Slss i<

NI RPN AR

Al

dagie dxal j0

=SS

41

Aaasg Adalall Al

i adl i ] Joadl] (V) saall il jo asile 13 Jsan

Ladlfalyl

a.wbd.“ &3&\94
BN IRINEYY Papathomas &
owldly 8 padl Konteos (2024)
) all

Jana ZEPIENA |

Felipe et al. (2025)

Industry 4.0

Gokalp & Martinez

mad gl sk
DX-gefl) - Jsadl
CMM

(2022)

MIDOCEA|

UNIVYERS

\TYI'



okl Gl
Jiidl paiall JaiY)

& Aongiall 3 gadll ) as
2ol @ld)

ekl Gl G5
ilasall Al

s Jﬁﬁd\ (shie ac X
Jseall i 23 i 35

dina gy duad)ll Ldyeadl) clondll Bl 8 oDlaall oY dul Lo il e € sae Hlaal Coal
Loayll e 5Kl e calua) da cyslat a8y Lol el e dopsall Laslia) culydigal) aal

Lalat¥) clSsladly dadyll A8 Jads Tadas ST daglaia calaSind ) co¥sll A5l culaaneS 5agally

paiad ¢ yad) gl 3 Slaad) oYy sl Sleli Sldasy Lngie aalpKim et al. (2024) o3

il Tty ST sl i pemall o)l Bland) 3 Vsl o ) alig L pas 4l 80 (e ST 4Dl

¢l gl P J sl
e ezl 4108 ) Clad gill
e LAt

Fini A Jdsi)

cle  daals Tl
dne pulia

Jdsaill b de )l
S (G padl)

‘;\r_ d‘,a:\.“ ‘ﬁ).\u Jﬁ
o SSI Jsaal) 4 a3
40800 5o

43 yaal) dad ) disl) 8 eDaadl £Y g 1 AN jeaall 2.1.2

+200 Angie dzal

L,\Ja

st Aa

Bl s

42

i Jsoa g (e )l

Plekhanov et al.

(2023)

@ N Jsail s
1 yumal) Lpudlil) 3 50l

(2025) <&

Sl I il
g gand) &y ol

(2023) laaay Juad

PRS- PO
Glaadll Basay 3elS
48 yaall

(2025) 5 4

Ladd ) Al b oslaly gl aggdar dilatiall cilsal) (Yl

MIDOCEA

UNIVYERS

1T Y

)



Cdanal) Uil A g IV AR ) & jad B3 sag Anadyl) A& o ) Do cAliil) olBlacdly 5 jlie 1) seied

Al gl GlBley Ahaall Gl Gles e oVl dSin b T8l i)

it aeall @slss daadyl) wlsiil) 33 o Belhadi et al. (2023) Ly il Gladl g
Ny b & (305 EWOM LSobes 8 Dyalaa Tdl 558 a0l bl of T jas il ¢ (B2B) il
anil lal By Aty Al Jelge ek JKam Jy Aase Lihd Caad 2Dl sda s < Dlaal

(ATl e dmey A Y Y 8 Miess Ll Taxd Jii eWOM )

Slaadl Clle by o el oSN @ 43k 4wl i Roy et al. (2025) dulyy ey
el ye daaall o¥s (ssime (po pdy e lilaaY) oIS e S Gavadil) o) ) caaldg ool
S dageaall Bl 8 Vel o o Dby dual) caadiy L JlannY) i ") Lidle A

Al Lk e g lally Al asill ) A hain) olaty o lilaa|
Lllal) clasdl] B g sty) oYl casaas Adlaial) el (Lt
L jal) ASkeal) 8 AL il clasl i e )l Jeanll 5 Dublan 3al) (2024) Gyl ol

el edhaally Llia) eV aee 3ond 3lalSie Do) dashiie A Al G ) ) Jiagis cdpgand)

Auhaia¥) e b il Jalgal) ST Laa alatin¥) duats Shuad) 0aY) oy cdgine §gum

Yy Slo bl oSN clinks i (2025) siacs plall Cadalll ve ¢ AT dma e

tllSie LT EDB pie oVl e elilaaY) oS o) ) Lalsy cdug 5Ky alid) Sles

43
|
MIDOCEAN



Sl o e a2l ey lgie pladl U Qaeall Cilalials gailly cdyodll Llanaly ¢ avassl)

Ayl laadll il b alall olaiV) pe paeti il Gl danas T yas (al

e lSaily B pndl Clorll st b el Joaill 450 (2025) anpe Jol s Audyy by

ceDlanll Liny Hdige et (b Bydlae Bysemn pgast Baadyl) ulgial) JalS5 o) Laitins ¢eDlanll Lin) (553

Dy ol OIS oy ceVsl) lSolug ) Joaill 83sa cp Alasang Aala fiad i)l Ll of ) Ll

Ldal) La)jall Alal)

Adlias] Aasagll DLl 228

Lf‘ﬁ‘)'// & azd/ e¥s u_ru/ J}A—J/ <l o uasle 4 JJ_I;

A Al £ yasa

okl URY) A
el oYy Al
L 8 sadiaall

eWOM 1) acx
ol A Mie Taxy
VT

dSA 2 paal e
selibay)
Jiisal) yiiall

ol

Jonill G 48l 55 5

Lﬁ.ﬁ}a.mn

LA Al PR
dSi 4 el
Y 5l

Bleng  Auad )l 4dll
aladiy) 4 g

8l Y olaasdll

& Jiiss 223 @WOM

Coad ARl eVl
<SAIL ua..paiﬂ\

g Al ety
LEde

oY S

dr Al

Lady Somad) aY)
il Y alasaay)

By b
5m elilal) elS3

sanadill e Yl
) At

2....:\)) +80 a-’é‘f

Qe plasdl — (S

SEM ‘g‘s

44

ey Angie dxal e
gl eMac oY 5l Qilas

Ll bl s,
& Y5l eWOM 5

B2B

eelibayl el

Y Sl g e Daadl CHlEe

i Jsal
IS HE clad) yial g
43 seadl 0L

Y55 elilaall o184
salid) e
A SEIY)

Kim et al. (2024)

Belhadi et al.
(2023)

Roy et al. (2025)

(2024) @5

oalal cadalll  ae

(2025) Lsiuee 5

MIDOCEA|

UNIVYERS

\TYI'



Gl gl JalSs Hen b plad sl JalSs UAREC Y IONPR R PR S R P | (2025) (o e
Dl jni b gy M Ll i ) Cileal)
oY ol aa A3DR)

sanl) £ g9 (B ) Jgadll G ABDad) (EEY jeaall 2.1.3

Coyial S bl Joling il 028 LKL 880l dlal) 3 bl jpss Hsaall 13 Jid
228 aniiiy . eDlanll oYy ClSolug dibiadl) salasly =Sl Jeaill oy ALY danla it’)k" 3 L"‘:’J;:I
b daaiia dunat Ay U Aslall 3 Lo say cleadlin oulis Wilily Lenalia o bl

el Ao bl Joaill yaball Y cluhs

Op A B Jeatl) Y Ciliacadill saxie aginalie 8 Verhoef et al. (2021) gasé
Aaitl) 313 (3haie Chujad dunh alill Bl Jonil) of () Igaaldng cASoludl ailially Jaaal) duaty Joal
dugell Ao W oYy A adagl) Vol Gslaty Aessgally daead) o (hacl Uali)) i Lan clganysiy
sl Bl b eVlly Jsaall o 3D i Lage Lyl Dyshaia daalpall e cophl 285 .40

LJaldd)

agig Sy Slaal) A8le 3 ilusles S Alsheikh (2023) daly i bl yae Gha iy
Wy Linge 3DUe 2gny cindly ceDaall g 51 Vsll e Lngandl LudlaY) dlsill i (e-CRM)

Laball gsnge ) Y] e Al 028 3y . eSS eDlenll ¢¥55 €-CRM 835 o Lilias)

45
|
MIDOCEAN



Jalall Jolall (o0 Banaae daddy dujlas Ao K5 el g ¢ eladlly dhaall Ghud) Gua oo Al

Dl Al gl

Ao yaall Cleddll Bl & Jaenll Lt Gagead) (ladl & Mutambik (2023) daly cupal LS
Aagitall dudyead) lesdll Gl 3 L) Jaeal) Ljad of ) dagis co¥oll A 6 Loy dagidal
e oWl Sa oy o ) o ) Ll Al B yendl) il A3lke el oYy A3 a5

Ay yally aSailly Jaeal) Gulia] 3u30
Shrally Bdigiall Y1 ciluys (Lt

S s Sae gl @il Slaal g5 Vsl adlys Ghali (2021) Auby ciised
i 3 Ll gV L dpageadlly Ol o ) paldy cByiie hariaS daeSlally dua geadlls
e Dalue Ty Sbs Ayl ods o385 Ll Tyg0 alasie) Alsas (5350 cpn & ¢ 9 S oY)

Aahall 03¢l Jisal) il Gada el aY) e Luaal

$Yolls daadll daddll 53sn G 4D o Kim et al. (2024) Sl dasdie @Sl ciaaf 2 i
Bagall yalie i 3sag 35 Lad 13S0 cBaraie Aassy ihpsiia (pauia® Auppaads Al DA 0 S
bl ) laa) Lagie 308 Lo 13 lilndl Gians 8 Jas (o (S Aphaind) Sle Al

s duhall & ey ) daladl g

Y all5 el Jpaill Gy ANal) G pmal] sl 3 il 5 Jpa

Al Aty Aaly Lagid) Ll ) @ gun ga

46

MIDOCEA

UNIVYERS

1T Y

)



O A bl A8l
sl st paaial)

Gleall b yall
Algad A Bsad s
il yuaial

<l il JalS3 dparl ac s
Aad )l Al alatll

oYl Lpaal aex
il aa Sl
Jaiaall

S ) s
o a5 53 il
A3l o4

Lo Y Zs"“'é J gl

La )l Al e
shbgll ey

& bl iz e-CRM
Blanalls (5 ASIYI LY

An ) my a8l eyl

WSl e oY
L el

Gaeddl €8l 5 a8y
et s

sasall il S asa
) yaia¥) e b )

B} ey

FRRERPY

e

Claiaadl)

il — S

il — S

dngia daal

Aals il Jsadl
A Ll il y Janl

¢Sl Y59 e-CRM
R
QJM\

ey

EgEN
Cilaaaldl

G el
i yad
oY gl 5 da giaall

‘flj‘)ﬁ}“ C«YJX\ cﬁ\}d
iyl & il 5 Slaal

‘éﬁ‘)m‘d‘ c«y}“ Gladaa
e Ve

.Verhoef et al

(2021)

Alsheikh (2023)

(2023) Mutambik

(2021) Ghali

(2024) .Kim et al

Ay (g grad) el (B bl jal) saql N gaal) 2.1.4

e A A sead) A yad) oall 8 (gad Adlall Al (Y Tlas Lol Speal jsad) 138 ausS)

s A L) camsall GBlad) Hoaall 138 e coluadpall (K55 508 dnad g dpcdling Lpandass A

g b iy Allal) Al il 4

Lagrd) Lol dlaal) b dudyaal) cilarilly el Jgailly dilaiall cilu)al Yl

il 3 dpall e clegiadl sas Jsaill Slus (SAMA, 2023) saseaall (635l clid) by i

Sl aladied 8 Lgale (mlisil ge 2023 ale & %70 oSlgiad) sl i) e Cilesiaall duas

47

MipocEAf



Cragadd 385 .2l bl g Tiaae TS5l Yous Sy Lo 2021 abey & lie 2Y) ilesiadl)

L._EJJ’-‘-‘-‘M «ﬂl@lu.mﬂ ‘5.45)5\ .L-nb;_a\}” (SFuaa ?@.ﬂ 6"‘3‘3 JLL! “L""‘Jl (_GA Cllud) sla

il g 7S wlesiad) of (Saudi Vision 2030, 2024) M) ¢ Usill sk aliy i Xy
A5 261 & Alelall AL Al @lGE e Gy 2024 ple b Al Gle i s 0 %79
Ll gl e oy i ST oYl el Jand sae Laile dacdy sl &3y (e 28,1 028 (2SI

By duad) s B lanu)

Ul ) (SAMA, 2022a) (gsiead) Gl &l 58 (5 cdagitall G peadll clesdl) 3l iy
oo Loy Jaiie Ludliall of ) ot calaae Wy SLasdU it Gasaliy dagibd) 4 yad) cilol
Tuas Ladan Tand angill 138 bl a8y .culilad) La€sng daadyll Cilyadl) (ggine ) colaiidd) (ggio

Aagibe cilin A oVl e ) Sall (ggiee il S agh ) dalad) 3

Al Rajhi Bank, ) gsiall 0y selid cdgslaall Lyl Jlas cdaaad cashll Cijeas (s5ise o Ul
el Gl sdse 8 adiie ool pe Al sl (pariiey Cpladill Slasl) (e %80 f (2023
oo ST 2 e (iKY 2024 )y Dy A eadd) leadl] kil adiye audi Jawgieg (NPS)
Ly Als dlany Lo sy 232 DY) Dleall (0 %97 iy casls sle PIA i) 550l 400

(2024, ashll el oVl e avial) eyl ) A Las Ealin

daadail) Adilly Almed) (Y cillbias Adlatal) cludl) (Ll

48
|
MIDOCEAN



Ll yuaal) g yall libaia (e A3Y) 31 (SAMA, 2022b) Loal) L)yl &g pall cililliia canda
M u.u».u.\uh u.\.\lL.m U)C\Aﬂ dh&:‘}[\ 4.1_)‘),«.\“5 ‘_,’_a_).\.wal\ Y\ U\ L-!JSb cﬂ\.aaja.wl\ 4.\31.45\ &_ILUAM}AM
s o (ot peaic ) oY) o e Sl dpealaiill Zadsll o2 a3y . cavnd Jliial il

(a5l ipeadl bl il

@LBJ/J ) ) el 5L/ é_;/JJ/ saall Glul jo sl 6 Jsan

Adlad) A jally Alall b)) 3
Lol il o 8 8 Tyl S5 e-CRM Wil — oS 4 Yy e-CRM Alsheikh (2023)
G B xSl s sy Y5l 4y &l gl
4l gad) b paall L3 gad)
Al Gpad Aol sl Bpagadlly Y Dlgnl — oS | (P8I VSl adl 50 (2021) Ghali
Al Al g s oYl lnlad Glaass 33 gaall & gl ¢ Slaal
Q.JJM\ &_g
G b ABDLY G5 ) ) LY =S & dwedl 4 a3 (2023) Mutambik
il g3 gl G s SV sl A e da giddl ileadl)
6‘-\){‘5.“‘9

) o gadl) Addlia 2.1.5

Ada ) Clgadll (e dlen et a1 slaall e lgllaty dalud) cilaball Luainll (alwind) e
g_gj a:‘él-‘é\g\ Lé:\A:é JJAE\J a.u-lbﬂj\ b..lﬁ gl);l tjuij &w;,se _),-.“.‘— a:‘éﬂ QBLU.\A !s‘ 24 db:\ \y ‘53!\

AaS) el L8 yaal) e glaiall

Jiual) jiiall asaliall JalSilly Adgadl) A B9ad Yl

49

MIDOCEA

UNIVYERS

\TVI



o shmanl) iyl Jsaill pe cileled daladl cluhall daudle o Callly Jo¥1 o ysnal) daalpe (oSS
sl (993 €-CRM — dujlae ol cJsanall Gudaill 53sa of clginns &k i€ — dfja hdige PIa
Gokalp Jlal LSy .aliSie Lalin) daghia dbag Adl) (griwe e Alld Daawlie Ay

o3 duhal) o3 3idy ducgiasally ddgadl) (L pead (e AL z3laill JlS <Martinez (2022) 5
AR 8 iyl Jeal) oSt AlalSie doal el slal dued  Jasd ol aaxie (el el e eadl)
aal piial eSland) e ] daes P Byl Al

sl Ll Gl (olal g eDlanll oY canls cilaall (e ES o S jsadd) daslye 8 LD
Ll il Jla 3 5yalaall el Slaaicdy cpodliall LaglieS Lopmsn Talad dlalaia  yaiadd 4l
Fuahall 038 ooy Aaadyll Claaiall L) pe dulite duedl uiSh 53 @WOM axdy cbac Laidll
T D0 Lalany )y LSl Lla¥) sda Jasd Ysll aladY) DG (uliaal

Gl 098 pdball Y JLaA) A Bad Ll

z3l cadic) Vglly )l Joadll (s cilayy Al clahall adiee of GIBI joaall daalye 8 JaadU
Ccmanial) s Aaale) AR (i) L ASH0al) Aagil) o AR ol Loapll e 51540 ke ddasas
Lol ARl 03 868 st ) e Bylie Lojlie Vsl e i) (siceal Halaall Y1 las) (K,
LAl g el Balie T Lagh a38 Lae ccillasnsl) oo e

Y Jeaill Jaldl) gagrad) Gladl B Sgad slay,

50
|
MIDOCEAN



e Jsall e Tanls Tl L s (gagandl Glad) 8 Gawyaill luall o )l jondll i
gl 4 Ly (Ghali, 2021 4l & oY) Sl ¢ Alsheikh, 2023 4wy b e-CRM : (i)
i g 1 sl (gageall Bhad) B dile Lanpas du aas Yy G peadd) ilesdl) e Calida
dac giasally Lui)aal) Saill 03a s - saawiall salashy 8 padl) Dlanll o¥s o ALalis dashaia€ el Joail

s pms Ayl o3 Allial i) 8 5hile SSYI
Alal) AEElY LY gl B Bsad :Laald

saig Al A8 455 261 Jsdo e aalill ASgd) J5aall (sagmad) Gl 8 Aol cludpall (oS Y
G yon Ay il ol Jaand) ol 3 €Wl (3haie Ligwis 38 353 585 — dagiball i pumall cilensl

Buaall A5l sda 8 Vsl Lad) e LK) oadiliial Cuss Al ol g e
Js¥) olad¥) sty Afiny ilaladl A oo Lglana (b iS5 AL bl dxalpe o 0 G Las
SOl olaaylg il clyglaill eoumn B hainals diyat Al oadiliud asgieS Bl Joaill Ao K
zolet 8 Onaseiall sy ) oaewr GBI olallg calal) saawie dndlin dami€ oDaall oYy Gle X))
b iS5 g V) (Alad) Auall Ay A ety Ayt aad 5 8 Lud) o2 Cregud S5 A s

coagall Jalsall dangana e 43l sl

e Jsaill asgal Lt Lyl pals 355 (1) rledly Saam el o2 b 553l Ll dpea e

&b Aalite Adhra Clilueg Cle Ul (o degiie A yad A 3 (2) eBaaaia daad) Bl A £Vl
51

MipoceA(l



Jaadans 1L o3 (4) compplall Luld 3 il Brall Aide Cilyprie cwf (3) Alad) 40l

(sl (Gl il pEK dnan) jaleas (e Alge dulaig

o slae¥) b Q) (1) sl e gunsally dngiall 35l e Alaa Jlad bl 38 o e
Aggadil) Ll alaee a8l Joanll d5as (2) coWslly (il om bl AV Jlealy il
Gl b 4l Ll Sluball =5 (3) Alalie doshie€ aialles (o Yoy B3y Shdde
paal) il 2l Jlaa) (4) OlelSiag Sl Yolis anll 138 §gunge Joliti ) (s35adl b peaal

aanll Yy Las) 8 dagiiall ddyemall clasall galysg bl Al culS) 4l 3

oo 58] et lia (gginn (1) ligione B daljall o3g) daalall Al Jiahi celld egn g
(2) (N hyad) Jsarill AL Lol ma) dashiall Jhaid o)l A (gt 2l 2aeie
hanll Ngg ad )l il (Ggiune C Jas (S35madll pamall (Bl (o B AT i 1 anad (Sgine
Cpladll 2eld dungie CYYS b 1 Aukd (griee (3) by ) dalall g0 DA salaly
Al e IR Saclidie Apadls Ay & oWl Tl SSY1 20 cilatl ] aaas 8 Lnsead)

- shyaall 7Yy L)

52 |
MIDOCEAN



bl

gy ) gl yal

gl ALl B ALl S ) il i e bl Sl A a5 (2024) .01 g <35
. 14394-14436¢ (32)¢4lalill & sanll dpmalal) sl Hall A, 403 gl

2024 2 gall (g ganadl 8l - a8l J gl (2024). A el

ddaalaiay) i) s, 4...35‘).-44&\ Glaadll 3 ga 9 8 LS GJS: ‘;‘\3)5\ Jgadll )3\ Julss (2025) D Ba )
. 113-126¢(03)

e o830 ‘; gchkmy‘ <Al cladag e\a&."w\ JS\ (2025) \ ¢ )shac & ¢ cJM.H\ daas cardalll 2ie
. 3103-3132¢ 16(3)Asiall 5 &y il il Hall Ealall Asall, i 5 SV jaliall ¢ Slaall
https://doi.org/10.21608/jces.2025.458618

(Al 3 i) e, (g aal g L) 3 sl 8 ) 33308 b bl Il 559 ,(2025) & o8
. 483-508¢(1)

cAalaal) s, 2\.})}’.‘.&“ i ‘;\ s WaYL Aﬂ}\.\!\ ‘_g ‘;45_)5\ d);ﬂ\ (2023) i £ cOland g} sJLLﬁ
. (02), 415240 5 (adxil)

Gl o slall Aol aBY) o slal) S A pemall ol ppant b bl Jgadll 53, (2025).5 ¢omirs
ol asle

24 Y aa sl
Al Rajhi Bank. (2023). Digital footprint and technology transformation.

Alsheikh, L. H. (2023). Electronic Loyalty of Islamic Banks in Saudi Arabia. International
Journal of Customer Relationship Marketing and Management, 14(1), 1-15.
https://doi.org/10.4018/IJCRMM.332883

Belhadi, A., Kamble, S., Benkhati, 1., Gupta, S., & Mangla, S. K. (2023). Does strategic
management of digital technologies influence electronic word-of-mouth (eWOM) and
customer loyalty? Empirical insights from B2B platform economy. Journal of Business
Research, 156, 113548. https://doi.org/10.1016/j.jbusres.2022.113548

Caldas, M. P. (2003). Research design: qualitative, quantitative, and mixed methods approaches.
Revista de Administragdo Contemporanea, 7(1), 223-223. https://doi.org/10.1590/S1415-
65552003000100015

Cohen, Jacob., Cohen, Patricia., West, S. G. ., & Aiken, L. S. . (2015). Applied multiple
regression/correlation analysis for the behavioral sciences. Routledge.

53

MIDOCEA

U NIV ER

S 1T Y

i



Creswell, J. W. ., & Creswell, J. David. (2023). Research design : qualitative, quantitative, and
mixed methods approaches. SAGE Publications, Inc.

Felipe, T., Torres de Oliveira, R., Toth-Peter, A., Mathews, S., & Dulleck, U. (2025). Digital
transformation in commercial banks: Unraveling the flow of Industry 4.0. Digital
Business, 5(2), 100129. https://doi.org/10.1016/j.digbus.2025.100129

Field, A. P. . (2018). Discovering statistics using IBM SPSS statistics (5th ed.). Sage
Publications.

Ghali, Z. (2021). Motives of customers’ e-loyalty towards e-banking services: a study in Saudi
Arabia. Journal of Decision Systems, 30(2-3), 172—-193.
https://doi.org/10.1080/12460125.2020.1870063

Gokalp, E., & Martinez, V. (2022). Digital transformation maturity assessment: development of
the digital transformation capability maturity model. International Journal of Production
Research, 60(20), 6282—-6302. https://doi.org/10.1080/00207543.2021.1991020

Green, S. B. (1991). How Many Subjects Does It Take To Do A Regression Analysis.
Multivariate Behavioral Research, 26(3), 499-510.
https://doi.org/10.1207/s15327906mbr2603 7

Kim, L., Jindabot, T., & Yeo, S. F. (2024). Understanding customer loyalty in banking industry:
A systematic review and meta analysis. Heliyon, 10(17), e36619.
https://doi.org/10.1016/j.heliyon.2024.e36619

Maas, K., & Liket, K. (2011). Social Impact Measurement: Classification of Methods. 171-202.
https://doi.org/10.1007/978-94-007-1390-1_8

Mutambik, I. (2023). Customer Experience in Open Banking and How It Affects Loyalty
Intention: A Study from Saudi Arabia. Sustainability, 15(14), 10867.
https://doi.org/10.3390/su151410867

Papathomas, A., & Konteos, G. (2024). Financial institutions digital transformation: the stages of
the journey and business metrics to follow. Journal of Financial Services Marketing,
29(2), 590-606. https://doi.org/10.1057/s41264-023-00223-x

Plekhanov, D., Franke, H., & Netland, T. H. (2023). Digital transformation: A review and
research agenda. European Management Journal, 41(6), 821-844.
https://doi.org/10.1016/j.emj.2022.09.007

Roy, S. K., Tehrani, A. N., Pandit, A., Apostolidis, C., & Ray, S. (2025). Al-capable relationship
marketing: Shaping the future of customer relationships. Journal of Business Research,
192, 1153009. https://doi.org/10.1016/j.jbusres.2025.115309

SAMA. (2022a). Annual Fintech Report 2022.

54
|
MIDOCEAN



SAMA. (2022b). Cyber Resilience Fundamental Requirements. https://www.sama.gov.sa/en-
US/Regulatory%20Sandbox/Documents/Regulatory Sandbox Framework English Nov
4.pdf

SAMA. (2023). Report on Payments Usage Study Kingdom OF Saudi Arabia.
http://www.sama.gov.sa

Saudi Vision 2030. (2024). Annual Report for the Financial Sector Development Program.
Tabachnick, B. G. ., & Fidell, L. S. . (2014). Using multivariate statistics. Pearson.

Verhoef, P. C., Broekhuizen, T., Bart, Y., Bhattacharya, A., Qi Dong, J., Fabian, N., & Haenlein,
M. (2021). Digital transformation: A multidisciplinary reflection and research agenda.
Journal of Business Research, 122, 889-901.
https://doi.org/10.1016/j.jbusres.2019.09.022

55
|
MIDOCEAN



