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Abstract

The study aimed to examine the impact of digital transformation with its various
dimensions—namely digital operations, digital business model, digital customer activities,
and machine learning—on improving maintenance and technical support services for
household electrical appliances in maintenance companies located in Riyadh.
The study adopted the descriptive-analytical approach, and data were collected through an
electronic questionnaire distributed to a sample of 300 employees working in these
companies with different job titles (engineers, technicians, administrators, and technical
support managers). Data were analyzed using the SPSS statistical software.

The results showed that the level of digital transformation adoption in maintenance
companies was high. It was found that digital operations represented the most influential
dimension in improving maintenance services, followed by digital business models, digital
customer activities, and finally machine learning techniques.

The results of the multiple regression analysis indicated that the dimensions of digital
transformation collectively explained approximately 75.9% of the variance in the quality of
maintenance and technical support services, demonstrating a strong relationship between
digital transformation and technical performance efficiency.

The study recommended investing in comprehensive digital transformation by
developing the technological infrastructure, enhancing employee digital skills, applying
artificial intelligence and machine learning techniques in predictive maintenance processes,
and expanding digital communication channels with customers to improve service quality and
strengthen their trust in companies.

Keywords: Digital Transformation, Digital Operations, Digital Business Model,

Digital Customer Activities, Machine Learning, Maintenance and Technical Support Services.
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