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Abstract

This study examines the influence of digital transformation — comprising four
key dimensions: digital infrastructure and electronic platforms, data analytics,
digital human competencies, and continuous digital development — on
operational efficiency, service quality, and customer satisfaction in Saudi Arabian
insurance companies. Employing a descriptive-analytical methodology, data
were collected through a structured questionnaire administered to a purposive
sample of 100 respondents who are current clients of Saudi insurance firms. The
analysis, conducted using Microsoft Excel, yielded the following principal
findings: digital transformation exerts a statistically significant positive effect on
operational efficiency; it similarly enhances perceived service quality; and
service quality, in turn, mediates the relationship between digital transformation
and customer satisfaction. The study further reveals that transaction security and
time-saving dimensions rank highest in respondents' evaluations, whereas service
personalization and claims-processing efficiency remain comparatively
underdeveloped, signaling critical gaps requiring strategic intervention. Based on
these findings, the study advances a set of actionable recommendations addressed
to both insurance companies and regulatory bodies, emphasizing targeted
investment in data analytics and artificial intelligence, sustained development of
digital human capital, enhancement of digital responsiveness channels, and
comprehensive re-engineering of claims-settlement workflows in alignment with

Saudi Vision 2030 objectives.




Keywords: Digital Transformation, Operational Efficiency, Service Quality,
Customer Satisfaction, Insurance Companies, Saudi Arabia, Vision 2030,

SERVQUAL.
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