gz daala

3JH\J\ ;\:\SS

éﬁ)hﬂd‘b)ﬂi:‘JéuasS/ puid

dgd ) aghad) (e Alla Al 3 1 gadl) A (e o 0l plall IS ) o ) J gl i
| o1 4S 4 g

[alldal) dlas)
L) daa) dana
252000456

Juadll4 /) )

Yaall 1o
e

sl ) alad)
2026-2025

Abstract : galiiudl
S phy gl ghdll oo Al Ll 3 DA e igall Bjad et o gyl GlSE ) Jadl G cad) T J4a
Clibyial) A (o2 dal il o ) aini cllasl) S0l 5 o aall Lin ) (ppan 8 20 il )0 i ) ol gy | i)




Al gy ¢ el oIS Aol A Clad g e odheall A Gy ) Jedl o ) ekl Al daa 0
A ol o G i edlea) Ly (o 0y L o )

This study explores the impact of digital transformation on enhancing guest experience in
airlines, focusing on Saudia Airlines and Lufthansa. It analyzes how digital technologies
improve customer satisfaction and service efficiency while addressing implementation
challenges. Using a descriptive-analytical approach with surveys and interviews, the study
finds that self-service options, Al, and mobile applications significantly enhance guest
experience. Airlines investing in digital transformation achieve higher customer
satisfaction. Recommendations include greater Al integration, unified travel platforms, and
improved digital infrastructure for continuous innovation.
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services according to my preferences
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How do you rate your experience with the digital services provided
by the airline you used
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Which digital services did you use during your trip? (Select all that
apply)
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What are the main issues you have encountered with digital
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What new features would you like to add to digital services?
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This research aims to examine the impact of digital transformation on
enhancing the guest experience in the airline industry through a comparative
study of the digital strategies implemented by Saudia Airlines and




Lufthansa. The study focuses on how digital technologies such as smart
applications, self-service options, artificial intelligence (Al), and big data
analytics improve operational efficiency and customer satisfaction. A mixed-
method approach was adopted, combining quantitative surveys with
qualitative interviews conducted with airline industry experts and passengers.

The findings indicate that digital transformation plays a crucial role in
enhancing passenger experience by streamlining booking processes,
reducing wait times, improving customer interactions, and increasing
service personalization. It was observed that Saudia Airlines focuses more
on self-service options and integrated digital platforms. whereas
Lufthansa emphasizes data analytics and Al-driven personalized
experiences. The study recommends further investment in digital
infrastructure, Al technology, and service integration to ensure a scamless
and enhanced travel experience for customers.
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