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Abstract

This study aimed to examine and analyze the impact of network
outage risk management on service continuity and customer satisfaction
among customers of Mobily in the Kingdom of Saudi Arabia, in light of the
accelerating digital transformation and the growing reliance on
telecommunications and data services. The study was based on the hypothesis
that effective network outage risk management contributes to enhancing
service continuity and improving customer satisfaction, either directly or
indirectly through the mediating role of service continuity.

The study adopted the descriptive-analytical approach to describe and
evaluate the current state of network outage risk management, service
continuity, and their relationship with customer satisfaction. The descriptive
approach seeks to provide an accurate and comprehensive understanding of
the elements of an existing phenomenon or problem in order to achieve a
deeper understanding and support the formulation of appropriate future
policies and procedures (Al-Rifai, 1998), which is consistent with the nature
of the present study. A stratified random sampling technique was employed. A
total of 120 questionnaires were distributed to customers of Mobily, with the
assistance of the company's employees during the distribution process. As
indicated in Table (8), 103 questionnaires were returned. After excluding three
questionnaires due to incomplete or unreliable responses, 100 valid
questionnaires remained for statistical analysis, representing a response rate of
83.33%, as presented in Table (9).

The significance of this study lies in its integration of the operational
dimension represented by network outage risk management with the
marketing dimension represented by customer satisfaction, thereby
contributing to a more comprehensive understanding of the factors influencing
customer experience within the telecommunications sector. Furthermore, the
findings provide practical insights that can assist telecommunications
companies in improving network stability, mitigating the adverse effects of
network outages, enhancing customer satisfaction, and strengthening
sustainable competitive advantage.

The findings revealed that the actual quality of Mobily's network and
services has not yet met customers' high expectations. In addition, a gap was
identified in the competence and expertise of frontline employees.
Accordingly, the study recommends the immediate development of the
company's network infrastructure, the implementation of intensive training
programs for employees, and the activation of continuous channels for
receiving and analyzing customer complaints in order to enhance customer
satisfaction and achieve a sustainable competitive advantage.

Keywords: Network Outage Risk Management, Service Continuity,
Customer Satisfaction, Telecommunications Sector, Mobily, Kingdom of
Saudi Arabia.
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Risk management of telecommunications network outages
IS a systematic approach aimed at identifying potential risks and
threats, analyzing and evaluating them, and then implementing
appropriate measures to address them, thereby reducing the

likelihood of network infrastructure disruptions and minimizing
their consequences as much as possible.
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Business continuity refers to an organization's ability to
continue performing its activities and delivering its services and

products at predefined and acceptable performance levels, even
when disruptions or interruptions affect its operational processes.

! Al-Khouri, A. M. (2018). Risk Management and Business Continuity in Telecom Sector.
International Journal of Information Management, 38(1), 45-56.
21SO 22301 (2019). Security and resilience — Business continuity management systems —
Requirements. International Organization for Standardization.
Y



In the telecommunications sector, it involves ensuring service
availability and maintaining uninterrupted operations without
unplanned outages.
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Customer satisfaction reflects the emotional state that
develops when a customer evaluates the service received and
compares it with prior expectations. Satisfaction increases when
the actual performance exceeds expectations, whereas

dissatisfaction occurs when the performance falls below those
expectations.
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! Kotler, P., & Keller, K. L. (2016). Marketing Management (15th ed.). Pearson Education.
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! Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1988). SERVQUAL: A multiple-item
scale for measuring consumer perceptions of service quality. Journal of Retailing, 64(1),
12-40.

2 Cronin, J. J., & Taylor, S. A. (1992). Measuring service quality: A reexamination and
extension. Journal of Marketing, 56(3), 55-68.

> Aydin, S., & Ozer, G. (2005). The analysis of antecedents of customer loyalty in the Turkish
mobile telecommunication market. European Journal of Marketing, 39(7/8), 910-925.

4 Zeithaml, V. A., Berry, L. L., & Parasuraman, A. (1996). The behavioral consequences of
service quality. Journal of Marketing, 60(2), 31-46.
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! Zeithaml, V. A., Berry, L. L., & Parasuraman, A. (1996). The behavioral consequences of
service quality. Journal of Marketing, 60(2), 31-46.

2 Customer Satisfaction in the Telecom Industry: A Survey Research Approach. (2023).
Research study.

® parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1988). SERVQUAL: A multiple-item
scale for measuring consumer perceptions of service quality. Journal of Retailing, 64(1),
12-40.

* International Organization for Standardization (1SO). (2018). 1SO 31000: Risk management
— Guidelines. 1SO.

> Kim, M. K., Park, M. C., & Jeong, D. H. (2004). The effects of customer satisfaction and
switching barrier on customer loyalty in Korean mobile telecommunication services.
Telecommunications Policy, 28(2), 145-159.

® Aydin, S., & Ozer, G. (2005). The analysis of antecedents of customer loyalty in the Turkish
mobile telecommunication market. European Journal of Marketing, 39(7/8), 910-925.
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