¢ ) Boli€ @byl Liiuall Ciga clily Aiall b o lilay) oY) oSy AaSya i
dadlly dpagal) cilgall o Ll A apienal) A3 Cpeun (B (oasnaal
Tagmad) Ll ASLedl b dpagSa
The Impact of AI Agents éovernanc; on Automating Voice of
Customer Data to Enhance Institutional Performance in Improving

Beneficiary Experience: An Empirical Study on Government and
Semi-Government Entities in Saudi Arabia

G page Adus 1Al
el 3 cOdighae drala BaY) LIS (Ll 5 iale
Aeshah9@gmail.com :JwasY!

tgadlall

& ommisall oY) 5ol a8yl waiisall Cigen il Bia] 8 e ldaa¥) oS ISy AaSon AT Gulidl Audall cioa
el acic) clgblaal aaanly Auagend) Lujal) ASkeal) B daagSall dntiy duasSall Clgalls Bfinal) uat (s
) el cillag cuaidally lalidll ga (105) dad g 5N Gliind e LSl GULal Cires Cus cdalidl
e rasall dilaill Lngiar Cllag o pal) aa dienio Alas (12) e Lo sill bkl Cures L ¢(SPSS) dilasy)
) b omsall il (gginay Aaoal) Hhal dleldl Ailoan) AN (63 ool S 25ay i) capglal . LY
iy ¢Sl ity elihaal) oK) IS, Lo aSonall alaie¥] of @asly Jagale J<8 oY) ny 30U
Toadati cilaad e i) Cid€ LS ibakiiall BLEWY) a5l da sl e Lee bl A3 g juasg ¢sUaaY)
Apall Canasly Al gsenall g Al dusslell (h lasaTy (JERY) ililliag JISENT Aigye O syl (A iaD
Aabail g5 ¢ pmanail) b eSoal) g ASH) zilall edl) BULY) J adanill ) Jlas dingie by
Aoyl Sl Jaalis algall A< salely daiaall ClBlawd) dallaad dueea CYsSgig 3 e (5 ) Jaaill daial
SN Ll pe Jledl oS lascal

il Ea% ¢ el dY) 5ol il Cigea e lilaal] cSH SISy daSon dualidal) clalsl)

Abstract:

This study aimed to measure the impact of artificial intelligence agents' governance in
automating Voice of the Customer (VoC) data to enhance institutional performance efficiency in
improving the beneficiary experience within government and semi-government entities in the
Kingdom of Saudi Arabia. Adopting a mixed-methods approach, quantitative data was collected
via an electronic questionnaire from a sample of (105) leaders and specialists and analyzed using
(SPSS), while qualitative data was gathered through (12) in-depth interviews with experts and


mailto:Aeshah9@gmail.com

analyzed using inductive thematic analysis. The results revealed a statistically significant
positive impact of governance frameworks' effectiveness and institutional maturity on
significantly enhancing efficiency and improving performance. The findings confirmed that
governed reliance on Al agents reduces costs, minimizes errors, and accelerates decision-
making, enhancing the proactive strategic direction of organizations. Furthermore, the results
exposed organizational challenges regarding the gap between innovation flexibility and
compliance requirements, alongside concerns about technical hallucination and responsibility
ambiguity. The study recommended applying regulatory impact analysis before the actual launch
of smart models, adopting Governance by Design, establishing clear systems for human
intervention via escalation protocols to address complex contexts, and restructuring tasks while
training human resources to ensure effective integration with emerging technologies.
Keywords: Governance, Al Agents, Voice of the Customer, Institutional Performance
Efficiency, Beneficiary Experience.
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