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Abstract

In recent years, the world has witnessed a wide-ranging digital transformation that has contributed to reshaping the
nature of government service delivery. Institutions have become required to adopt digital strategies based on advanced
infrastructure, automated processes, supportive leadership, personnel with digital competencies, and systems
characterized by stability and security. Accordingly, this research aims to analyze the impact of digital transformation,
through its dimensions represented by digital infrastructure, business process reengineering and reduction of paper-based
procedures, leadership and top management support, employee readiness and digital competencies, and the stability of
systems and networks and data security, on improving service quality in its dimensions of reliability, responsiveness,
assurance, empathy, ease of access, and information quality at the Directorate of Civil Status, Passports, and Residence in
Baghdad.
The study adopted a descriptive-analytical approach, and data were collected through an electronic questionnaire
distributed to a random sample of (100) employees. The Statistical Package for the Social Sciences (SPSS) was used to
analyze the data. The results revealed a significant and positive effect of all dimensions of digital transformation on
enhancing service quality. Business process reengineering and the reduction of paper-based procedures had the greatest
impact, followed by system stability and the accuracy of digital information. The findings also indicated a need to
enhance employees’ skills and further develop the digital infrastructure in order to increase the efficiency of electronic
services and improve the beneficiary experience.
The study concludes with several recommendations, most notably the development of digital infrastructure, strengthening
training programs for employees, leadership support for digital transformation initiatives, improvement of electronic
interfaces, and enhancement of data security to achieve an effective and sustainable digital transformation.
Keywords: Digital Transformation, Strategic Choice, Service Quality , Process Automation ,E-
Administration.
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