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The Impact of Digital Transformation on Enhancing the Quality of Digital Services in
Public Institutions: Citizens' Perspectives
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Abstract

The study aimed to determine the impact of digital transformation dimensions (organizational,
technical, human, strategic, and cultural) on digital service quality in the studied institution
from the perspective of beneficiary citizens. To achieve this objective, the study relied on an
exploratory-confirmatory approach, where data were collected via a questionnaire distributed
to a sample of (71) citizens, and SPSS software was utilized for data processing and
hypothesis testing. The results revealed that digital transformation dimensions explain
(50.3%) of the variance in the quality of provided digital services. Statistical analysis
confirmed that the strategic dimension is the most influential, with a regression coefficient of
(0.486), followed by the technical dimension. Meanwhile, the exploratory aspect of the model
uncovered a slight inverse impact of the human dimension with a coefficient of (-0.091),
indicating resistance to change or a lack of digital training among service providers, which
negatively affects the perceived service quality. The study recommended the necessity of
intensifying training programs to digitally qualify the human element and ensure its alignment
with the institution's technical transformations.
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