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Abstract

This study has aimed at identifying the impact of digital transformation—across its
technological, human, and organizational dimensions—on improving service quality
among employees in the banking sector in the city of Hafr Al-Batin, Kingdom of Saudi
Arabia. It also examined the effect of each digital transformation dimension
(technological, human, and organizational) on enhancing service quality in the studied
sector. The study employed a descriptive-analytical approach using a social survey
method. Data were collected via a questionnaire distributed to 205 individuals, relying
on simple random sampling to ensure good representation. The findings indicated a
statistically significant effect (o < 0.05) of digital transformation on improving service
quality for the study sample. Results also revealed a positive and significant effect for
each digital transformation dimension (technological, human, organizational) on
service quality among employees in the examined sector. Accordingly, the study
recommended strengthening digital transformation strategies in the banking sector in
Hafr Al-Batin specifically and the Kingdom of Saudi Arabia generally, including
developing digital infrastructure and providing necessary training for employees, while
emphasizing integration among the three dimensions to achieve positive outcomes in
service quality in the banking sector.

Keywords: digital transformation, technological dimension, human dimension,
organizational dimension, banking sector, service quality.
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