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Abstract

This study aimed to identify the impact of workforce planning, with its four dimensions—
forecasting job requirements, recruitment and selection, training and skills development, and
performance appraisal-—on the quality of services provided to the guests of Allah (pilgrims)
within the Hajj and Umrah system in the Kingdom of Saudi Arabia. The study adopted the
descriptive analytical approach, and a questionnaire was employed as the primary data
collection instrument, administered to a stratified random sample of (357) employees working
across various sectors serving pilgrims, including Tawafa companies, accommodation,
transportation, catering, technical services, and administrative and supervisory levels. The
validity and reliability of the instrument were verified through expert validity and internal
consistency validity, while Cronbach’s alpha coefficient for the entire questionnaire reached
(0.946), reflecting a high degree of consistency and reliability.

The statistical analysis revealed a high level of workforce planning with a mean of (3.83),
and a high level of service quality provided to pilgrims with a mean of (3.88). Multiple
regression analysis confirmed the existence of a statistically significant impact of workforce
planning, with its combined dimensions, on the quality of services provided to pilgrims, as the
four dimensions explained (72.6%) of the variance in the dependent variable. Training and
skills development ranked first in terms of impact strength, followed by performance appraisal,
recruitment and selection, and forecasting job requirements. The study recommended
enhancing investment in qualitative training programs, developing the performance appraisal
system, unifying recruitment standards across sector entities, and building an integrated human
resources information system to support strategic decision-making.

Keywords: Workforce Planning, Forecasting Job Requirements, Recruitment and
Selection, Training and Skills Development, Performance Appraisal, Service Quality, Pilgrims
(Guests of Allah), Hajj and Umrah, Kingdom of Saudi Arabia.
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