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Abstract: This study aimed to measure the impact of digital transformation in Hajj and Umrah services on
the satisfaction of pilgrims and Umrah performers, while also examining the mediating role of Human
Information Systems (HIS) in this relationship. To achieve its objectives, the study employed a descriptive-
analytical approach. A questionnaire was used as the primary tool for data collection from a sample of
employees at the Ministry of Hajj and Umrah in the Kingdom of Saudi Arabia. The study found a significant
positive impact of digital transformation, with its dimensions (smart cards, electronic platforms, mobile
applications, and digital volunteering opportunities), on the satisfaction of pilgrims. The results also
revealed a significant positive impact of digital transformation on Human Information Systems, as well as
a similar impact of HIS on pilgrim satisfaction. Statistical analysis confirmed that HIS plays a partial
mediating role in enhancing the relationship between digital transformation and the satisfaction of pilgrims.
Based on the findings, the study recommended that the Ministry of Hajj and Umrah should continue to
enhance its investments in digital transformation initiatives. It also emphasized the importance of
developing Human Information Systems as a strategic tool for training and qualifying personnel to deliver
high-quality digital services, which in turn positively reflects on the experience and satisfaction of pilgrims
and Umrah performers.

Keywords: Digital Transformation, Pilgrim Satisfaction, Human Information Systems, Hajj and Umrah
Services, Saudi Vision 2030.
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