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The Impact of Digital Transformation on 

Administrative Processes at AL-Riyadh Bank in Saudi 

Arabia Kingdom 

-Introduction. 

Riyadh Bank is one of the leading banks in Saudi Arabia that 

provides comprehensive banking services for individuals and 

businesses. These services include current accounts, savings 

accounts, personal financing, mortgage financing, and electronic 

banking services. Riyadh Bank stands out for its extensive 

network of branches spread across the Kingdom of Saudi Arabia. 

The bank strives to provide advanced digital solutions to enhance 

customer experiences and meet their needs in the digital age. 

Therefore, Riyadh Bank is considered one of the largest digital 

banks. It has implemented digital technology and its applications 

in administrative processes to enhance operations and 

administrative activities. The digital transformation has had a 

significant impact on administrative processes. It has contributed 

to improving customer experiences by providing innovative and 

user-friendly digital solutions that enable them to conduct their 

banking transactions online and easily access their banking 

transactions and accounts. Furthermore, the digital 

transformation has increased the efficiency of administrative 

operations by leveraging advanced information systems and 

technology. Administrative processes have become simpler and 

easier, as they have reduced effort and time. Additionally, the 

digital transformation offers security systems that protect 

financial data and customers' banking accounts. 

The adaptation of Riyadh Bank in Saudi Arabia to technological 

advancements and the use of its applications in administrative 

processes is one of the important steps that have made it a 

significant player in this field. Therefore, this research examines 

the impact of technological development on administrative 

processes in Riyadh Bank, investigating the changes brought 
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about by digital transformation and the extent to which 

administrative processes have benefited and evolved. 

-study problem 

The problem of the study is to determine the impact of digital 

transformation on administrative processes in Riyadh Bank and 

the strategies adopted by the bank to keep up with the 

transformation and improve administrative work. 

- The importance of the study 

Scientific Importance: The study contributes to enhancing 

scientific knowledge about the impact of digital transformation 

on administrative processes in financial institutions and providing 

theoretical foundations for research in this field. 

Practical Importance: the study aims to improve organizational 

performance and achieve efficiency in Riyadh Bank by 

determining the extent to which administrative processes are 

affected by digital transformation, thus contributing to resource 

allocation and addressing challenges. 

- Objective of the study 

This research aims to: 

-Determine the actual impact of digital transformation in Riyadh 

Bank. 

-Highlight the challenges faced by Riyadh Bank in implementing 

the digital transformation process. 

-Identify the strategies adopted by Riyadh Bank to adapt to digital 

transformation. 

-Study questions: 

The research seeks to answer the following questions: 
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-What changes have occurred in administrative processes in 

Riyadh Bank as a result of digital transformation? 

-What challenges does Riyadh Bank face in implementing digital 

transformation in administrative processes? 

-What strategies does Riyadh Bank implement to adapt to digital 

transformation? 

-Previous studies and theoretical framework 

1- "The Impact of the Digital Transformation on Customer 

Experience in Palestine Banks" (Abuhassan, 2021) 

This research describes the effect of digital transformation on the 

relationship between the banks in Palestine and their customers 

and how this relation is influenced by digital transformation 

technologies. A survey was conducted among banks customer 

from different age intervals, in different work sectors, and with 

different educational levels that asked a set of questions that 

measured the usage of the digital banking technologies and 

interest among the participants. It also asked about customers' 

opinions about the digital banking technologies, in addition to 

that asked about the challenges and barriers related to the digital 

technology usage from the customer point of view. This research 

helped in building a better understanding of the customers' needs 

and preferences, which would help the banks in improving the 

quality of their services.  

2-"The Impact of the Digital Transformation on the 

Consumer Experience in Saudi Arabia 2021" (AL-Khadry, 

2022)   

The research aims to study the impact of digital transformation 

on the consumer experience and investigate the role of digital 

transformation in the enhancement of the consumer experience in 

the Saudi Arabia context. This research has made an applied 

attempt in Saudi Arabia to study how digital transformation 

affects the consumer experience, and what is digital 
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transformation's role in the enhancement of consumer experience. 

It is concluded that there is a significant impact from digital 

transformation on the consumer experience. Also, there is a 

positive relationship between digital transformation and 

consumer experience. This is means when digital transformation 

increases by one unit, consumer experience will increase by 1.76 

units. 

3- "Determinants of digital Banking Adoption in the Kingdom 

of Saudi Arabia: a technology acceptance model approach" 

(Alnemer, 2022) 

This study aims at investigating the determinants of digital 

banking adoption in the Kingdom of Saudi Arabia using the 

Technology Acceptance Model (TAM). The study is based on 

data from the 2017 Global Financial Inclusion Survey covering 

1009 respondents, which has been analysed using simple 

analytical tools such as the chi-square test and logistics 

regression. About 51.5% of respondents reported adoption of 

digital banking in Saudi Arabia. The factor of trust in digital 

banking has been added to extend the Technology Acceptance 

Model (TAM) in predicting digital banking technology adoption. 

The two constructs of the Technology Acceptance Model (TAM) 

i.e. perceived ease of use (PEOU) and perceived usefulness (PU), 

show a significant and positive marginal effect on the adoption of 

digital banking, whereas trust indicates a negative and significant 

marginal impact with controlling effect of age and education of 

the consumers. This study provides valuable insights for financial 

institutions, consumers, business entities and researchers in 

promoting the digital banking system in Saudi Arabia. 

4- "The Impact of Digital Transformation on Staffing 

Strategy in Banking Sector: a case study of Egypt" (Khams, 

2022) 

This research studies The Egyptian banking sector adoptions of 

an expansion strategy in the field of digital transformation to face 
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the competition resulting from the entry of ICT companies, the 

repercussions of the Corona virus and the spread of financial 

technology companies in the banking services market. This trend 

offers multiple benefits to banks and customers, including ease of 

conducting transactions, reducing operating expenses, and 

meeting the needs of customers who prefer banking transactions 

via the Internet and smart phones, On the other hand, it introduces 

wide changes to the size and quality of banking jobs in the future, 

and threatens the disappearance of some of them ,therefore this 

study analyses empirical evidence of the impact of the digital 

transformation on staffing strategy in the Egyptian banking 

sector. The results of the study indicate that there is no negative 

impact of digital transformation on new staffing operations in the 

short term, because the rate of bank penetration into the banking 

services market is still low and therefore Egyptian banks are 

expanding their traditional branch network alongside digital 

banking services channels. This transformation has also created a 

new type of job that keeps pace with banking digitalization, while 

in the long term digital transformation threatens the 

disappearance of some jobs to be replaced by artificial 

intelligence, internet banking, mobile banking and electronic 

wallets. 

5- "The Impact of Digital Transformation on Banking" 

(Khanchel, 2019) 

The research discusses in more detail the context of Tunisian 

banks, with a focus on digital transformation strategies 

considered, the mission that preceded this study and the 

methodology and approach. The study of the digital 

transformation of Tunisian banks is carried on the board Matine 

Consulting firm. This study is launched in the continuity of the 

inaugural training program certifying on the topic of FinTechs 

and digital transformation of banks, set up by Matine in 

collaboration with the Academy of Banking and Finance (ABF). 

The research concluded that The wave of digital transformation 
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that has affected the whole world has not spared Tunisia. Indeed, 

the majority of Tunisian banks were then launched in 

digitalization projects with a goal to best meet customer needs, to 

become more agile and reduce operating costs. To do so, the 

Tunisian banks initially focused their efforts for the development 

of their digital offerings. 

-Theoretical framework:  

Banking is the sector par excellence where digitalization is 

expected to take off, banks aware of the importance of this digital 

transformation as an accelerator of growth and productivity, they 

will have to profoundly adapt their business model to the changes 

brought about by the internationalization of markets, the advent 

of digital distribution channels and the change in consumer 

behaviour in order to survive and remain competitive. 

Bank customers now have the means to obtain information 

quickly and to compare the prices and quality of the financial 

services offered, which allows them to be more and more 

demanding, their attendance at branches has decreased, due to the 

fact that the access to banks is becoming totally mobile, thus the 

acceleration of financial technological innovations therefore 

offers the opportunity for the dazzling and disruptive appearance 

of new entrants into the financial system, which jeopardizes the 

banking system in the face of an outbreak of myriad a wide 

variety of players offering a particularly attractive and ultra-

competitive, or even free, product and service offer. This digital 

rivalry is leading banks to depth-transform their models in  to 

compete with these newcomers and meet the expectations of a 

constantly connected clientele. 

Transformation of professions, digitalization of practices, 

digitization of processes, digitalization of customer relations, 

these are all challenges that profoundly impact our modern 

economies. All actors are concerned, these real revolutions are 

profoundly changing the way of understanding banking 
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professions (Denis, 2019). Consumers have been offered a new 

choice and have profoundly changed their approaches and 

expectations.   The product alone is no longer enough, this will 

pave the way for the emergence of a new form of "intelligent 

service"  (Glen Allmendinger, Ralph Lombreglia, 2005), (Nancy 

V. Wuenderlich, Kristina Heinonen, Amy Ostrom, Lia Patricio, 

Rui Sousa, Chris Voss, Jos G A M Lemmink, 2015)In short, 

digital, to define it simply, has led banks to enrich their value 

propositions. To this end, banks must transform themselves in 

order to satisfy the wishes of customers (Sajic, Bundalo, Bundalo, 

& Pasalic, 2017). 

According to (Bos, 2018),  "the adoption of easily accessible 

technological skills that transforms the responsiveness of the 

organization to market changes", For (Fayon, 2018), "Digital-

related transformations are in the first approach of three kinds, 

automation for the mechanical reproduction of a sequence of 

actions using a program, dematerialization for the replacement of 

material media by computer files and disintermediation for the 

elimination of intermediaries made possible with digital". 

According to these definitions above we can agree that "Digital 

transformation can be defined as a revolution in practices, 

automation and simplification of processes: towards an 

acceleration and optimization of internal trade flows, and those 

between the bank and its customers or partners, digitalization is a 

vector of value creation and business opportunities". 

1. BIG DATA AND ARTIFICIAL INTELLIGENCE 

Big Data is important for financial institutions, its integration into 

the information system of the banking system has been completed 

thanks to digital and the exponential development of real-time 

processing and storage capacities, to be valued, Banking Services 

Back office Banks Suppliers of financial market infrastructures 

Big Data Technologies, Artificial Intelligence, Blockchain 

(Bitcoin), Crow funding Front office Banks GAFA (Google, 
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APPLE, Facebook, Amazon) FinTech, Start-ups the data must be 

carried out in such a way as to allow better collection of 

intelligent data on the customers like “positive files 3” this allows 

banks to develop their offers and offer new non-banking services 

and activities in line with the behavior of their customers and their 

aspirations. 

In addition, Big Data technology makes it possible to target the 

most appropriate channel to anticipate future customer actions, 

and serve him with the aim of facilitating access to the goods and 

services in real time he needs while enriching the proximity and 

permanence of the link between the bank and its customers 

(Roman & Tchibozo, 2020). 

This technological manna is nothing without competence and 

human intelligence, and this will lead to the use of competent 

profiles that have not been used until now (mathematicians, 

statisticians, psychologists and the like). Indeed, Big data 

technology has no has not yet demonstrated all of its capabilities 

and is the subject of innovative approaches by banks seeking and 

developing concrete applications to both develop their activities 

and their control and risk professions. 

2. CHALLENGES TO BE FACED IN THE ERA OF DIGITAL 

BANKING TRANSFORMATION 

2.1. REINVENTING THE CUSTOMER EXPERIENCE 

Banks can create a sustainable competitive advantage and build 

customer loyalty through the implementation of a digital strategy 

focused on the customer experience and its functional, relational 

and emotional needs (Batat, 2018)To this end, a new distribution 

channel aimed at bringing the bank closer to its customers, by 

offering transactional services, information and guidance 

services, outside the traditional marketing network, with longer 

hours than those of bank branches has been built. This innovative 

vision serves to create a low-cost distribution model based on 

technological developments. 
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The customer experience is experienced as a continuum between 

the physical context and the digital context, creating a phygital 

environment. In fact, this experience is seen as a major challenge 

for banks in the coming years, it involves regaining customer 

trust, being as close as possible to their mobile expectations in 

order to create a unique customer experience. In this regard, the 

phygital environment must integrate physical (offline) and digital 

(online) gateways and channels between the two real and digital 

worlds ( Medioni & Bouzaglo , 2018)), the goal is to offer an 

interactive and personalized customer experience in complete 

confidentiality. 

2.2. REINVENTING THE SERVICE 

The banking market has been profoundly impacted by the arrival 

of new players, faced with this new situation, the banking sector 

has been faced with the need to reinvent its service offer, to 

facilitate digital uses at the service of the customer, to broaden 

the scope of intervention and to offer agile support for services 

and extremely competitive or even free rates for certain services. 

Let's take the example of a classic operation: A simple bank 

transfer. Twenty years ago, this involved making an appointment, 

travelling to an agency, possibly waiting for the availability of an 

advisor, today is no longer necessarily the case, it involves a click 

made from a smartphone, tablet or computer (DENIS, 2019). 

2.3REVIVING THE BANKER'S JOB 

Numerous studies have shown that "the introduction of new 

technologies leads to the emergence of new banking professions, 

a new definition of the latter, their dimensions and their tasks" ( 

Deloitte Consulting LLP, 2014), (Strack & Caye, 2015); (Audrin 

& Davoine, 2017)). 

In this innovative context, the banker's profession has changed in 

terms of the answers to be provided to customers. As a result, a 

revolution that must concern the very profile of the banker, 

whether in terms of career path, or in terms of continuous training, 
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the modern banker must above all be agile while reassuring his 

client (Customer-centric). He must excel in the human 

relationship and also be connected with the new digital trends, he 

must also know how to manage daily operations and at the same 

time pose as an expert on specific issues. This is what customers 

expect and are looking for, what to offer customers, it is a real 

offer combining various expertise, real multidisciplinary teams 

and at the same time high-level skills pools. 

- Theoretical premises of study 

-Digital transformation in Riyadh Bank leads to improved 

efficiency and productivity in administrative processes. 

-Digital transformation provides good opportunities for 

innovation in Riyadh Bank. 

-Riyadh Bank faces challenges in implementing digital 

transformation and adapting administrative processes to 

technological advancements. 

- Study tools 

The study will rely on conducting a survey to collect the opinions 

and evaluations of employees and administrators in Riyadh Bank. 

Personal interviews will also be conducted to gather perspectives. 

Statistical software such as SPSS will be used to understand the 

impact of digital transformation on Riyadh Bank. 

- Fields of study 

Time boundaries: The study will cover the period from 2020 to 

2023. 

Spatial boundaries: The research will be conducted in Riyadh 

Bank in Saudi Arabia. 

- Proposal tab according to the time plan 
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The research process, including data collection, analysis, report 

preparation, and result extraction, will be determined and 

organized within the specified timeframe for the research. 
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