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Abstract

This study aimed to examine the impact of service quality, with its four dimensions of
tangibility, reliability, responsiveness, and empathy, on beneficiary satisfaction at the Human
Resources Development Fund (HADAF) branch in Riyadh, in light of the growing significance
of service quality in governmental developmental sectors and its pivotal role in achieving the
Fund’s developmental mission. The study adopted the descriptive analytical approach in both
its documentary and field forms, where a questionnaire consisting of twenty-six items
distributed across the study variables was designed and administered to a sample of four
hundred and twenty beneficiaries, of which three hundred and ninety-three valid questionnaires
were retrieved for statistical analysis. Data were processed using the Statistical Package for the
Social Sciences (SPSS) through a range of statistical methods including means, standard
deviations, Cronbach’s alpha coefficient, Pearson correlation coefficient, and simple and
multiple linear regression analyses. The results revealed a high level of both service quality and
beneficiary satisfaction at the studied branch, and confirmed the existence of a statistically
significant impact of the service quality dimensions collectively on beneficiary satisfaction, as
these dimensions explained 73.4% of the variance in beneficiary satisfaction. The reliability
dimension ranked first in terms of impact, followed by responsiveness, empathy, and finally
tangibility. The study recommended developing an integrated service quality management
system at the branch, enhancing digital transformation to reduce response times, designing
specialized training programs for employees, developing a customer relationship management
system, and activating a regular satisfaction measurement mechanism to inform continuous
improvement.

Keywords: Service Quality, Tangibility, Reliability, Responsiveness, Empathy, Beneficiary
Satisfaction, Human Resources Development Fund (HADAF).
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