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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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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 seamless and enhanced travel experience for
customers.




MIDOCEA|

U NI VERSITY

Midocean University College of Management Department of
PROJECT MANAGEMENT

Prepared by: MOHAMMED AHMED ALSAYD

Supervised by: D: ALFAISAL AUBDAL HAMEED D: FAIEZ JARRAD

Year:2025 /2026




