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Abstract

This study aimed to analyze the role of public administration, through its dimensions:
administrative service quality, digital transformation of administrative processes, and
efficiency of human resource management, in enhancing the passenger experience at King
Abdulaziz International Airport in Jeddah. To achieve the study’s objectives, the descriptive
analytical method was employed, and a questionnaire was developed as the primary tool for
data collection. It was distributed to a random sample of passengers, with a total of 310
respondents.

The study results revealed a statistically significant impact of the combined
dimensions of public administration on improving the passenger experience. Among the
dimensions, digital transformation had the highest influence, followed by administrative
service quality, and then human resource management efficiency. The hypothesis analysis
also indicated a strong correlation between these dimensions and the passenger experience,
highlighting the importance of administrative, technological, and human resource
empowerment in delivering an outstanding travel experience.

The study recommended expanding digital transformation in administrative
procedures at Saudi airports, intensifying training programs for staff members involved in
passenger service, and adopting a comprehensive customer experience management strategy

based on real-time interaction and continuous improvement.

Keywords: Public Administration — Administrative Service Quality — Digital Transformation
— Human Resource Management Efficiency — Passenger Experience — King Abdulaziz

International Airport in Jeddah.
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