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Abstract

This study aims to analyze the impact of digital transformation on
customer satisfaction at Wallan Automotive Group, in light of the increasing
reliance of Saudi organizations on digital technologies to enhance service
quality and improve customer experience. The study was motivated by the
noticeable variation in customer satisfaction levels despite the company’s
implementation of several digital initiatives, raising questions about the
effectiveness of these initiatives in achieving the desired impact on customer
satisfaction, and about the role of digital transformation project management in
enhancing this effect.

The study adopted a descriptive-analytical methodology due to its
suitability for examining relationships among administrative and digital
variables. Primary data were collected through an electronic questionnaire
distributed to employees and department managers whose work is directly
related to digital transformation or customer service within Wallan Automotive
Group. The study population consisted of employees in operational, technical,
and project management departments, while a purposive sample was selected to
target those most connected to the research topic.

Appropriate statistical analysis methods were used, including descriptive
statistics, reliability testing through Cronbach’s Alpha, correlation and
regression analysis using SPSS, in addition to testing the conceptual model
using SmartPLS to examine the mediating variable. The findings revealed a
significant positive direct impact of digital transformation on customer
satisfaction. The results also showed that digital transformation project
management serves as an important mediating factor that enhances the
effectiveness of digital transformation in improving customer satisfaction.
Furthermore, the results confirmed that digital system quality, ease of use,
service speed, and system integration are among the most influential factors
affecting customer satisfaction within the company.




Keywords: Digital Transformation,
Customer Satisfaction, Digital Transformation
Project Management, Customer Experience,
Automotive Sector.

Ol §ylaiad

Al A& daayg alile adlul)

66.33__1‘52\_.\#@

&\Jwajﬁj\a&wgéf-M\hbJubgAgj\d\gﬂ\ﬂi ;Q\jlagb\)dcﬁ_\au\gg);é

Ala) eJpendl 45 23 3 jad g A B3 ga (et (A Apad Hl) Dl palaall Adlad gae il aagy el
Y138 acy a8l Jsal) a jliie 5 laY Jass sl sall Al 5o )

e sanall Jah ¢ Slaall Glead 5l a8l cllaally il Tl ) o) ddee 3508 (e aSal Ll 15k
8 agns Aalle draal 3 Uil (e o st Lad cdiliina¥) o2a dhand 8 daslisally 2 50l aSia s
Galaill ALIE Aa) g xilih aad 5 Canall 12 L)

Ol Al 4 jusy Jalaias Lo J gumnl) oy Al UL maas G LS ¢ pS 085 Ja oS5 L )
sl A BV (90 (Alaad J Lelilai g Lem g aians s ¢ alall Canall 138 (al 2 V) i




Saiin oSl b lle dudlis 5 A g g0 IS latin¥) Ll (3183 auiay (anadd oSia (pal
coelell Qa8 5 ) 53 5m e yble (S

2l 1 pestd] Sledl : 81 el

i

34-25[1 4 peadl &l -2

Astsas [

laed | et sleus O
Jueadl &y5 [ 2l vy Lo
AN 80 Je=adt [

:(,S31) LS)-’;‘ fal.wé'i O

Silgiw 3 o Ja1

Sl giw 7 o0 ST

dle DI sedleadt an yalll Jolasdl ggus -5

YN D

pai D] rd, 1 Jomtll aoyline § 3S,5L4L1 -6




(X) 01 Jgomtd) : SN

(Body 381 o1 5 — Bucdy pylel 1z ulaind! 2y ulida)

8yLeadl 1 2 3 4 5

Adle 38,41 515 Acedyll Aalai¥) 339>
R ETIEWERTEWEY

Aead ) Aalas¥l o Jlad JalSs U g
AL Aed, ) Aaudel) Jdis de pue

LR TIE N PNTEWITITEWERTIEXNY
criuma oall go 03,11 Jelaall

slas| i, dadpll ool giall ao ool

O
O
O
O
O
O
O
O

O O O 0O 0o 0o 0o Od
O O O 0O 0o 0o o Od
O O O 0 o oo O
O O O 0O O 0o o Od

(M) (03,31 Jgmell ayLia Byl] L)

(Budy 381 o1 5 — By yylel 1z qulasnd! 2 yST (ulida)

Sdzzag @’ab @5)." J,.z?." a)Lf«A Sl

ol Sy dinliall ol 21,4 o

8 Jgmid! oy Ll Bxly daSgo uzngs

2biald asll dgaly a1 o




Hiids uyLieall iltsmilly Badgd

AN Aad Il Ll el Jenll 3iy3

(Y) & Mol ‘4'4) t\‘).” Mﬁ."

(Body 381 o1 5 — By yylel 1z qulaind! 2ySd (ulida)

el Sladss of deed Wl Slousedl 359

ikis o dgad Il Slascel] ] duos!
Jlad 3ol o 3,11 Juol 52l

edlaa| &yt Sl dpadyl| Slonied!

piiye eyl Aalasl e alall Lyl




N [POIRY

Ot 20 1 bl A oSl luusll § (08,01 Jgmmill anyline 3,15 .(2020) cazes «(yaue]] 1
A178-155 ((4)12 (a1 0Y) aglall dxs e Maadl sy (e Apad )l loniied) Baga ,31.(2023) das cupall 2

bl sasandl ol s Uaall § o8, Jymill s 53,85 .(2024) claglall Auaass LAY 3,15 3

ZHIELAFEANY

1. Accenture. (2022). Digital Transformation and Value Creation. Accenture Insights.

2. Al Awadhi, S., Ibrahim, R., & Hasan, A. (2021). The Impact of Digitalization on Customer Satisfaction.
Journal of Digital Business, 7(2), 55—72.

3. Algahtani, M., & Mutambik, I. (2023). Digital Transformation and Customer Experience in the Saudi

Automotive Sector. International Journal of Digital Innovation, 14(3), 112—130.

4. Davis, F. (1989). Perceived Usefulness, Perceived Ease of Use, and User Acceptance of IT. MIS Quarterly,
13(3), 319—340.

5. Delone, W., & McLean, E. (2003). The IS Success Model. Journal of MIS, 19(4), 21-52.
6. Harvard Business Review. (2022). Why Digital Transformation Fails.

7. Kerzner, H. (2022). Project Management: A Systems Approach. Wiley.

8. Kotler, P., Keller, K. (2021). Marketing Management. Pearson.

9. Marnewick, C., & Labuschagne, L. (2020). The Influence of Digital Transformation on Project Success.

Project Management Journal, 51 (4), 389—402.

10. Sehgal, A., & Soni, V. (2024). The Impact of Digital Transformation on Customer Experience. Service

Science Review, 18(1), 11-29.

11. Westerman, G., Bonnet, D., & McAfee, A. (2014). Leading Digital: Turning Technology into Business

Transformation. Harvard Business Press.




MidOcean University
College of Management

Department/ Master’s of Project Management

The Impact of Digital Transformation on Customer Satisfaction at

Wallan Automotive Group

Prepared by:
Amjad Mohamed Othman Mahjoub
ID: 243000731

Supervised by:
Dr. Al-Faisal Abdel-Hameed

Dr. Fayez Jarad

Academic Year:

2025




