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Abstract

The aim of this study was to examine the current state of digital transformation and its impact
on customer satisfaction with digital banking services in commercial banks operating in the
Sultanate of Oman. The study employed a descriptive methodology and implemented a
questionnaire divided into three sections: a demographic information section, a digital
transformation section consisting of three dimensions (mobile banking services, information
security, and automation of banking transactions), and a customer satisfaction section
regarding digital banking services. The questionnaire was administered to a convenience
sample of 642 individuals who are clients of several Omani commercial banks. After
processing the data using the Statistical Package for the Social Sciences (SPSS), the study
found that the overall level of digital transformation in commercial banks and its dimensions
was very high, with an overall score of 83.75%. The highest-ranking dimension was mobile
banking services at 88%, followed by information security at 82%, and finally, transaction
automation at 81.25%. The results also revealed a statistically significant effect of digital
transformation and its dimensions (mobile banking services, information security, and
transaction automation) on customer satisfaction with digital banking services in commercial
banks. Based on these findings, the study offered several recommendations, most notably:
adopting an integrated strategic plan for digital transformation as a fundamental approach to
achieving customer satisfaction within the framework of "Oman Vision 2040"; enhancing
the culture of digital transformation among employees through training, encouraging
innovation, and rewarding creative digital initiatives within the bank; and incorporating
digital performance indicators into institutional and employee performance evaluations.
Additionally, the study proposed a number of recommendations for future research to address

knowledge gaps in the topic area.

Keywords: Digital Transformation, Customer Satisfaction, Mobile Banking Services,
Information Security, Transactions Automation, Commercial Banks.
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Histogram
Dependent Variable: sblasdl_elia,
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Scatterplot
Dependent Variable: s>aall_sla,
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