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ABSTRACT
This study examined the effect of digital transformation on healthcare service quality in

hospitals in Saudi Arabia. Digital transformation was operationalized through four
dimensions: technical infrastructure and readiness, electronic health records and
interoperability, digital services and process automation, and digital leadership, governance,
and workforce capability. Service quality was measured through reliability and accuracy,
responsiveness and speed, safety and assurance, patient-centeredness and empathy, and
access and continuity of care. A descriptive analytical cross-sectional design was used. The
dataset contained 401 complete online questionnaire responses collected from 7 to 9 July
2026 across public and private hospitals and multiple professional groups and regions.
Descriptive results indicated high perceived levels of digital transformation (M=3.880/5)
and healthcare service quality (M=3.972/5). Pearson correlation showed a weak positive
association (r=.147, p=.003), and simple regression explained 2.2% of the variance in service
quality. The multiple regression model was statistically significant (F=2.959, p=.020), but
only the EHR and interoperability dimension had a significant independent coefficient
(B=.057, p=.009). Measurement diagnostics revealed negative Cronbach's alpha coefficients
and low KMO values, indicating inadequate internal consistency and limiting confirmatory
interpretation. Open-ended responses highlighted infrastructure failures, governance and
change management, training and support, and lack of interoperability as leading challenges.
The most frequent recommendations concerned unified systems, automation, infrastructure
resilience, performance measurement, and cybersecurity. The study recommends re-
validating the instrument, prioritizing interoperability and data governance, linking digital
maturity indicators to patient safety and experience outcomes, and strengthening role-based
training and technical support. Findings should be interpreted as exploratory because of the

non-probability sample, cross-sectional design, and measurement limitations.

Keywords: digital transformation; healthcare service quality; electronic health
records; interoperability; digital governance; Saudi hospitals.

62



Midocean University
College of Management
Department of Healthcare Management

The Impact of Digital Transformation on the Quality of Healthcare Services in
Hospitals in the Kingdom of Saudi Arabia

An Applied Study from the Perspective of Hospital Workforce

A Thesis Submitted in Partial Fulfillment of the Requirements for the Master’s Degree in
Healthcare Management

Prepared by:
Sarah Abdurahman Al-Mushawah.

University ID:

253000541

Supervised by
Dr. AL Faisal Abdulhamid Mohammed Hassan
Dr. Fayez Jarad

Academic Year: 2026

63


http://www.tcpdf.org

