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Abstract:

Research Objective: This study aimed to examine the impact of Artificial
Intelligence (Al) platforms on service management at Concir Company in the
Kingdom of Saudi Arabia by measuring their impact on the dimensions of
service management, namely service process efficiency, service delivery quality,
service response speed, and continuous service improvement. The study seeks to
clarify the role of Al platforms in enhancing service performance within service

organizations.

Research Methodology: The study adopted the descriptive-analytical approach.
A questionnaire was used as the primary data collection instrument. Data were
collected from a sample of (70) employees selected through a stratified random
sampling technique from a study population of (85) employees at Concir
Company. The collected data were analyzed using appropriate statistical

methods to test the study hypotheses.

Research Findings: The findings revealed variation in the impact of Al
platforms on the dimensions of service management. The results indicated no
statistically significant impact of Al platforms on service process efficiency and
continuous service improvement, leading to the rejection of the first and fourth
hypotheses. Conversely, the findings demonstrated a statistically significant
impact of Al platforms on service delivery quality and service response speed,
resulting in the acceptance of the second and third hypotheses. These findings
suggest that the impact of Al platforms varies across the different dimensions of

service management.
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Theoretical Contribution: This study contributes to the existing literature on
Al platforms and service management by examining the impact of Al platforms
on four key dimensions of service management within the Saudi context. It
provides a deeper understanding of the relationship between these variables and

offers a theoretical foundation for future research in this field.

Practical Applications: The study provides practical recommendations to help
service organizations utilize Al platforms more effectively, with particular
emphasis on improving service delivery quality and service response speed while
addressing the challenges that limit their contribution to enhancing service
process  efficiency and continuous service improvement. These
recommendations support digital transformation initiatives and organizational

excellence.

Keywords: Artificial Intelligence Platforms, Service Management, Service
Process Efficiency, Service Delivery Quality, Service Response Speed,

Continuous Service Improvement, Concir Company, Kingdom of Saudi Arabia.
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Model Summary
Adjusted R Std. Error of the
Model R R Square Square Estimate
1 877° 770 766 238
a. Predictors: (Constant), eliaa¥) ¢SM cilais il
ANOVA’
Sum of
Model Squares df Mean Square F Sig.
1 Regression 12.864 1 12.864 | 227.462 <.001°
Residual 3.846 68 .057
Total 16.710 69

a. Dependent Variable: cileaall 5 lal il

b. Predictors: (Constant), cllaa¥) oSN cliaie il

Coefficients’

Unstandardized

95.0% Confidence Interval for

Coefficients Standardized Coefficients B
Upper
Model B Std. Error Beta Sig. Lower Bound Bound
1 | (Constant) -.023 .096 -.244 | .808 -.214 .168
S E VORI TS CH IRV .992 .066 .877 | 15.082 | <.001 .861 1.123

a. Dependent Variable: <leall 30y i)
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Model Summary

Adjusted R Std. Error of the
Model R R Square Square Estimate

1 .884 .782 .765 .239
a. Predictors: (Constant), ,clesdl aaii 3aea deadll Glleall 301S

cilerall il Cpatll claadll LaiuY) de e

a

ANOVA®
Model Sum of Squares df Mean Square F Sig.
1 Regression 13.068 5 2.614 45.922 <.001°
Residual 3.642 64 .057
Total 16.710 69

a. Dependent Variable: eliha¥) oSN cliaie il
b. Predictors: (Constant), lexsll jaiwall cpadll @ilandll Laiu¥) de o Gladdll i@ 3aga dneodll Slleall 30|

Coefficients”

Unstandardized Coefficients Standardized Coefficients 95.0% Confidence Interval for B

Model B Std. Error Beta t Sig. Lower Bound Upper Bound
1 (Constant) -.024 .097 -.247 .806 -.218 170
Aeadll clleall 30l .068 .076 .077 .886 .379 -.085 .220
Cleadl) A Basa 218 .087 243 2.508 .015 .044 .391
Cloaall stV Ao ju .305 .099 .310 3.086 .003 .108 .503
loadll aiuall Gpueal .186 .094 179 1.978 .052 -.002 .373

a. Dependent Variable: ellaayl 3 clais il
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