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This study aimed to examine the impact of organizational change and digital
transformation on customer and beneficiary satisfaction with customs services in
the Kingdom of Saudi Arabia. It explored beneficiaries’ perceptions of the
dimensions of organizational change, namely organizational structure change, work
procedure change, organizational culture change, and leadership and management
style change, as well as the dimensions of digital transformation, including digital
infrastructure quality, ease of use of electronic platforms, availability and diversity
of digital services, and digital integration and electronic connectivity, and analyzed
their effect on customer and beneficiary satisfaction. The study adopted the
descriptive—analytical approach and used a questionnaire as the main instrument
for data collection. The study population consisted of 180 customers and
beneficiaries of customs services. A census method was employed, whereby the
questionnaire was distributed to the entire population. A total of 156 questionnaires
were returned, and after excluding 9 invalid responses, 147 valid questionnaires
were retained for statistical analysis. The findings revealed a statistically significant
effect of both organizational change and digital transformation on customer and
beneficiary satisfaction. The results also indicated that ease of use of electronic
platforms was among the most influential dimensions, followed by change in work
procedures, reflecting the importance of simplifying procedures and enhancing the
digital user experience in improving satisfaction levels. The study recommended
continuing the development of customs procedures, improving the usability of digital
platforms, strengthening digital integration among relevant entities, upgrading digital

infrastructure, and promoting a customer—centered organizational culture.
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