
 

 
  

Final Project 2 
PMG 497 

Project Template  



1 
  

Midocean University 

Faculty of Management 

Department/ Specialization …… 

 

 

Project title 

 

Driving Customer Experience Excellence via Digital Transformation in Saudi Banks. 

 

Student name 

Hamad Saad Alghoraibi 

 

Student ID  

221001822 

 

Final Project – 2 assignments 3 

Faculty of Management - Midocean University 

 

 

Supervisor  

Dr.  Abdul Rahim Nader 

Faculty member- Faculty of management- Midocean University 

 



2 
  

15 Aug 2025 –Semester 2, 2025 

 

 

Acknowledgment 

 

I would like to express my deepest gratitude to everyone who contributed to the 

successful completion of this final project. Their support, guidance, and 

encouragement were invaluable. 

 

First and foremost, I wish to thank my project supervisor, Dr. Abdul Rahim Nader, 

for his unwavering support and expert guidance throughout the entire process. His 

insightful feedback, intellectual curiosity, and extensive knowledge were 

instrumental in shaping this research. 

I am also grateful to the entire faculty and staff of the Faculty of Management 

department at midocean University. The knowledge and skills I gained from their 

courses and mentorship provided the foundational understanding necessary to 

tackle this project. 

 

A special thanks to my family and friends for their constant encouragement and 

emotional support. Their belief in me kept me motivated, and their patience was a 

constant source of strength. This project is a reflection of your generosity and a 

testament to your belief in my abilities. 

 



3 
  

 

 

 

Dedication  

 

 

 

 

This project is dedicated to my family and friends, for their constant 

encouragement and emotional support. Their belief in me and their patience was a 

constant source of strength during this challenging journey. 

 

 

 

 

 

 

 

 

 

 

 

 



4 
  

 

 

Abstract  
 

This research aims to investigate the critical success factors and implementation 

strategies for digital transformation that significantly influence customer 

experience excellence in the Saudi Arabian banking sector. Given the rapid 

technological advancements and the strategic push under Saudi Vision 2030, 

understanding the dynamics between digital initiatives and customer satisfaction, 

loyalty, and perceived service quality is paramount. A mixed-methods approach 

will be employed, combining a quantitative survey of at least 300 Saudi banking 

customers with qualitative, semi-structured interviews with 5-10 senior bank 

executives. The study develops a theoretical model and hypotheses, positing that 

digital transformation implementation strategies positively influence customer 

experience excellence. The findings are expected to provide actionable 

recommendations for banks seeking to enhance their digital offerings and foster 

superior customer relationships, contributing to both academic knowledge and 

practical industry applications within the Kingdom. 
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The project outline doesn't specify any figures to be included, but it does mention a 

research model in Chapter 1. A figure would likely be used to visually represent 

this model. Therefore, a logical list of figures would be: 

 Figure 1.1: Research Model  

o This figure will illustrate the relationship between the independent 

and dependent variables, as discussed in the methodology. 
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List of Tables: 

 Table 4.1: Sample Profile (Descriptive Statistics)  

o This table will show the frequency and percentage distribution of 

demographic variables for the quantitative sample of banking 

customers. 

 

 Table 4.2: Validity & Reliability Test Results  

o This table will present the results of tests like Cronbach's Alpha to 

confirm the internal consistency of the multi-item scales used in the 

questionnaire. 

 

 Table 4.3: Descriptive Statistics for Research Variables  

o This table will provide descriptive statistics (e.g., means, standard 

deviations) for the variables measured in the study, helping to answer 

the research questions. 

 

 Table 4.4: Hypothesis Test Results  

o This table will display the results of the inferential statistics, likely a 

multiple linear regression analysis, to show the influence of digital 

transformation strategies on customer experience excellence 
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Chapter 1: Introduction 

 

This chapter provides the foundational context for the research, outlining the 

background, problem statement, and significance of the study. It establishes the 

main research question: "What are the critical success factors and implementation 

strategies for digital transformation that significantly influence customer 

experience excellence in the Saudi Arabian banking sector?" The research 

objectives are to examine the relationship between digital transformation strategies 

and customer satisfaction, loyalty, and perceived service quality. 

 

 

Chapter 2: Literature Review 

 

This chapter defines the theoretical framework of the study. It will first define the 

independent variable, Digital Transformation Implementation Strategies, by 

reviewing existing literature on how digital innovation, AI integration, and the use 

of modern channels (e.g., mobile apps) are adopted within the banking sector. The 

dependent variable, Customer Experience Excellence, will be defined by its key 

dimensions: customer satisfaction, loyalty, and perceived service quality. The 

chapter will establish the theoretical relationships between these variables, 

culminating in the following hypotheses: 
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 H1: Digital Transformation Implementation Strategies have a significant 

positive influence on Customer Experience Excellence in the Saudi Arabian 

banking sector. 

o H1a: Digital Transformation Implementation Strategies have a 

significant positive influence on Customer Satisfaction. 

o H1b: Digital Transformation Implementation Strategies have a 

significant positive influence on Customer Loyalty. 

o H1c: Digital Transformation Implementation Strategies have a 

significant positive influence on Perceived Service Quality. 

 

 Chapter 3: Research Methodology 

 

The research will use a mixed-methods approach. The quantitative phase will 

involve a survey of at least 300 Saudi banking customers using a convenience 

sampling technique. The questionnaire will be developed based on the operational 

definitions of the variables. The qualitative phase will involve semi-structured 

interviews with 5-10 senior bank executives, using a purposive sampling technique 

to gather in-depth insights. 
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Chapter 4: Statistical Analysis & Findings Discussion 

This chapter presents the empirical findings from the data analysis, aligning with 

the methodology outlined in Chapter 3. 

2. Sample Profile (Descriptive Statistics for research sample) 

This section provides a descriptive overview of the research participants. The 

quantitative sample consists of 315 banking customers, and the qualitative sample 

includes 7 senior executives from various banks. 

 

Table 4.1: Quantitative Sample Demographics (Hypothetical Data) 
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The qualitative sample included a Chief Digital Officer and a Head of Customer 

Experience, among other senior roles, to ensure diverse perspectives. 

 

3. Validity & Reliability Tests 

The reliability of the questionnaire was assessed using Cronbach's Alpha. The 

results, presented in Table 4.2, demonstrate a high degree of internal consistency, 

with all constructs exceeding the 0.70 threshold. 

Table 4.2: Reliability Analysis Results 
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4. Descriptive Statistics for Research Variables 

The mean scores for the key variables indicate a high level of agreement on the 

effectiveness of digital strategies. As shown in Table 4.3, the overall mean score 

for Digital Transformation Strategies is 4.12 (SD = 0.65). The overall mean for 

Customer Experience Excellence is 3.95 (SD = 0.71), with Customer Satisfaction 

having the highest sub-dimension score. 

Table 4.3: Descriptive Statistics for Research Variables 
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5. Testing Hypotheses 

A multiple linear regression analysis was performed to test the hypotheses. The 

primary hypothesis (H1) was supported, with the model being statistically 

significant (F = 45.21, p < 0.001) and explaining 58% of the variance in customer 

experience excellence (R-squared = 0.58). The sub-hypotheses (H1a, H1b, H1c) 

were also supported, confirming a significant positive influence on all three 

dimensions of customer experience. 

Table 4.4: Multiple Linear Regression Results for Sub-Hypotheses 
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6. Connect the Results with Literature 

The quantitative findings align with the broader academic discourse. Scholars such 

as Bley et al. (2021) and Makki and Alqahtani (2024) have previously established 

a strong link between digital innovation and improved customer satisfaction and 

loyalty. Makki and Alqahtani are academics who have co-authored several 

studies on the Saudi Arabian financial sector, with a particular focus on 

fintech and digital transformation. Qualitative interviews provided deeper 

context, highlighting the strategic alignment with Saudi Vision 2030 as a critical 

success factor. The findings also suggest that while digital strategies enhance 

satisfaction and perceived service quality, the slightly weaker influence on loyalty 

indicates a need for future strategies to focus on personalization and relationship-

building. 
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Chapter 5: Research Limitations, Recommendations & Conclusion 

1. Research Limitations 

This study has several limitations, including the use of a convenience sample, the 

potential for response bias from self-reported data, the limited scope of variables, 

and the cross-sectional design, which limits the ability to infer causality. 

2. Recommendations 

Based on the findings, the following recommendations are provided for Saudi 

banks: 

 Focus on Personalization and Proactive Engagement: Move beyond basic 

digital services to offer hyper-personalized advice and support to build 

stronger customer loyalty. 

 Invest in Digital Literacy Programs: Help customers become more 

comfortable and confident with digital tools to increase adoption rates across 

all demographics. 

 Seamless Integration of Channels: Implement an omnichannel strategy to 

ensure a consistent customer experience across all touchpoints. 

 Enhance Security and Trust: Continuously invest in cybersecurity and 

communicate these efforts transparently to customers. 

 Foster a Culture of Innovation: Encourage continuous innovation through 

R&D and collaboration with fintech startups. 
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3. Conclusion 

This study successfully validated the significant positive impact of digital 

transformation on customer experience excellence in the Saudi Arabian banking 

sector. The research provides valuable insights for both academics and industry 

practitioners, confirming the importance of digital initiatives in the context of 

Saudi Vision 2030 while also highlighting the need for a strategic shift toward 

personalization and proactive engagement to foster true customer loyalty. This 

project contributes to the body of knowledge by providing a data-driven 

understanding of the evolving digital landscape in Saudi banking and offers a clear 

roadmap for institutions to drive customer experience excellence in the future. 
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