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Abstract

This study aimed to examine the impact of digital transformation in its various
dimensions (modern technologies, human resources, databases, and process digitization) on
improving customer experience within the Saudi Electricity Company. The study adopted a
descriptive-analytical approach and utilized a questionnaire as the primary tool for data
collection from a stratified random sample of 221 employees. Data were analyzed using the

SPSS statistical software.

Theresults revealed that the level of digital transformation implementation within the
Saudi Electricity Company is high, and that customer experience is evaluated at a very high
level, reflecting the maturity of the company’s digital environment. Furthermore, the results of
multiple regression analysis confirmed a statistically significant impact of all dimensions of

digital transformation on improving customer experience.

The study recommended continuous investment in digital infrastructure, intensifying
employee training programs, enhancing the digital user experience, and strengthening data

security in order to achieve customer satisfaction and loyalty.

Keywords: Digital Transformation, Modern Technologies, Human Resources, Databases,

Process Digitization, Customer Experience Improvement, Saudi EIectricity Company.
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