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Abstract

This study aimed to identify the impact of institutional knowledge management with its
dimensions (knowledge diagnosis, knowledge generation, knowledge storage, knowledge
distribution, knowledge application) on the speed of resolving industrial investors’ complaints
within the ministry concerned with industrial investment affairs in the Kingdom of Saudi
Arabia, in line with the objectives of Saudi Vision 2030 aimed at enhancing the industrial
investment environment and improving the quality of government services provided to
investors. The study adopted the descriptive-analytical approach, and the study population
consisted of employees working in departments concerned with handling industrial investors’
complaints within the ministry, totaling (420) male and female employees. A stratified random
sample of (202) valid respondents was selected for statistical analysis, with a response rate of
(91.8%). The researcher used a questionnaire as the main data collection tool, and the data were
statistically processed using SPSS software. The study concluded that there is a statistically
significant impact at the level of (o < 0.05) of institutional knowledge management with its five
dimensions combined on the speed of resolving industrial investors’ complaints, as the
combined dimensions explained (79.4%) of the variance in the dependent variable. The
dimension of knowledge application had the strongest impact, followed by knowledge
distribution, then knowledge generation, knowledge storage, and finally knowledge diagnosis.
The study recommended adopting a comprehensive knowledge management strategy within
the ministry, establishing a specialized organizational unit, developing an advanced
technological system for knowledge storage, employing artificial intelligence techniques to
accelerate complaint handling, promoting a knowledge-sharing culture among employees, and
intensifying training programs in this field.

Keywords: Institutional Knowledge Management, Speed of Complaint Resolution, Industrial
Investors, Ministry, Saudi Vision 2030, Kingdom of Saudi Arabia.
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