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The Impact of Digital Transformation on Improving Employee
Service Quality: An Empirical Study of Workers in the Saudi
Telecom Sector in Jeddah
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M-s-h@outlook.sa

Abstract

This study aims to identify the impact of digital transformation on improving
employee service quality among employees in the Saudi telecommunications sector
in Jeddah. A descriptive and analytical approach was adopted. The study population
consisted of employees in the Saudi telecommunications sector in Jeddah. The
sample was randomly selected, and (190) responses were obtained. A questionnaire
was used to collect data using the statistical analysis program (SPSS). The study
results indicated that the study sample members perceived a very high level of digital
transformation in the Saudi telecommunications sector in Jeddah. The study results
also indicated that the study sample members perceived a very high level of
employee service quality among employees in the Saudi telecommunications sector
in Jeddah. The study results demonstrated a positive and statistically significant
impact of digital transformation on improving employee service quality in the Saudi
telecommunications sector in Jeddah. The study recommends the design and
implementation of specialized training programs aimed at enabling employees to use
modern digital technologies efficiently, which contributes to enhancing the speed of
response and reliability in service delivery.

Keywords: Digital Transformation, Employee Service Quality, Telecommunications
Sector.
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