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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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Excellent /3 )l o

Very Good /1xa e ©

Good /x> o

Acceptable /A sia o

Poor /4za o

(Gl L S ) Sl DA Lgasdia) A 4adyl) cladd) A L 2
Which digital services did you use during your trip? (Select all that
apply)

Online Check-in / 5 ASWY! J gua sl Jin

Mobile App / Jsasall cailgll gulas

Self-Service Kiosks /4glll daadll Sl 1 o

In-flight Entertainment /3 il (e e 43 yill oUas

Real-Time Online Support / < 8Y) pe g )sll acall 4ed

A e

(O A eelaaly Y Adad Ji) elbaY) gl ikl gl i s -23
fd gaadal &l ladiaal g laliial o pudal) @l pd Alatu) ABag Ao pu (ppesad




Excellent /3% ©
Very Good /s s ©
Good/sx> o
Acceptable /U sia o
Poor /4dma o
8y dpadd cladd i o olha) glSdl) cilils §)8 4 Ll su L 24
bl iy g Dl o sl (Sl LI of gl cluagi Jle)
Very High Confidence /1»2 4de 46 o
High Confidence / 4dle 48 o
Moderate Confidence / 4aw sia 48 o
Low Confidence / 4aidic 48 o
No Confidence at All /8l &Y o
"ol Al Al cladd) ediSia aal A L 25
What are the main issues you have encountered with digital
fservices

P ) cilasdd) ) il | b e i A Bl el juall L 26

What new features would you like to add to digital services?

Abstract g=dldll-

G Hilie Ll IS e o) phl plUd b Ggpll 4y a8 a8 oal )l Jl S Al 2 ) a1 gy
a0 il B o S S 3B Al bl e A i) Jpd) el il
Clleall 36l a3 Aadadll clild) Jdaty o Slbay) Y A clasdll Y ikl Ju dd )
clilial g DA e by ce gl g S il s pany (s o Jal) el plasil 8 olaall L) g
el U o) 8 e SOl o) () LYY (o asdl) (o die o

G Jaad) Mg Aol ) Al 355 Cun o lsall &y a8 (st G 150 nly bl Jontl f il b
S5 A gl gl o g WS, Clasdll (b ganadl) g giva bl sdhand) pa Joldil] Guuad UNY) cdy
gilly bl s o 1l st iy daagall Whale g a8 Jalkillg A0Y) cladd)) L oS (K
gk ) Aaa) G 8 L) el 8yspm Gl pads (el Aaiada el ) slibaY)
ohaall s faa s Aude b A i (aal dadd )] laddl) g JalSH) Cpaund g o SR gSY) il

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.
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