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Abstract

This study aimed to examine the impact of implementing Information Technology Key
Performance Indicators (IT KPIs) — across their four dimensions: IT infrastructure
performance indicators, IT services performance indicators, IT projects performance indicators,
and cybersecurity indicators — on enhancing operations management efficiency within IT
departments in the private sector of the Kingdom of Saudi Arabia. The study adopted the
descriptive-analytical approach and employed a questionnaire as the primary data collection
instrument, comprising (26) items distributed across the study variables. The questionnaire was
administered to a stratified random sample of employees working in IT departments within the
Saudi private sector, yielding (362) valid responses suitable for statistical analysis. Data were
processed using SPSS software through several statistical methods, including simple and
multiple regression analysis and Pearson correlation coefficient. The study found a statistically
significant impact at the (a0 < 0.05) level of the combined dimensions of I'T KPIs on operations
management efficiency, with these dimensions explaining (71.7%) of the variance in the
dependent variable. The IT services performance indicators dimension emerged as the most
influential, followed by cybersecurity indicators. The study recommended the periodic
development of IT service performance measurement systems, enhancing investment in Al-
driven security monitoring technologies, establishing technology project management offices
supported by integrated performance indicators, linking incentive systems to efficiency and
quality standards, and conducting benchmarking comparisons with leading global firms in this
field.

Keywords: IT Key Performance Indicators, IT Infrastructure, IT Services, IT Projects,
Cybersecurity, Operations Management Efficiency, Saudi Private Sector.

66



bl
Ll bl

& AW Y s 51.(2020) el sl jee cdena 5 pup) Slllae (s Bsl e
SaiE Guallad) Alsall Y LaidU dlagadd) A58 e ulaalls Gl Jigas JSa cilisSa
N S R - 55 ‘ lg 9z eVl
http://search.mandumah.com/Record/1073481
oY) @hiise o dnadl 3lsall daulae Gl A (2020) < me (pddl 5 S A @
(Bpalaall dulai®¥ly dylaill Glahall dae 32880 Bang Jlaligw 45548 dlls dudy 1 )

http://search.mandumah.com/Record/1241064 (x aasies .54 = 39 « 1§ 3z
Sleall b el Cilydise o Lo 5 ddjuall ulss A .(2025) L2ea] JlS ol zlall o
Gluhydll dlas .2 2020-2011 55l Pl dplaill Cojlad) (e die Al Ll 1 yad)

(e & s 19 - 1 ¢ 2¢ 20z cLalal)
http://search.mandumah.com/Record/1601970

Sleall b el Cilydise o Lo S ddjuall ulss 5 .(2025) L2ea] JlS ol zlall o

Sluball dlaa a 2020-2011 sl DA Ll Cojlead) (o due Al Zulyy 1 A yad

http://search.mandumah.com/Record/1601970

29 (2025) SO ) daan (daaa g ‘):D’d\m L_f’l‘j ¢ Ala cz\:\L‘: Jgana )A\E ((pan @

e oSy Aly) Saall ghyalall ¢ Uad e dogadat dulys tcblaal) 5] 5:US 2d) & ugall

(e s SOlsls (Olsls daals (Br5die
http://search.mandumah.com/Record/1624409

29 (2025) SO ) dzan (s g cJ:DaJ\J.K: ‘fbj 6)513 (dac 2 gana )At\ ((pan @

e ohgiSy Ally) Saall hlall g e e dagnlan dulyy rhbleall 8))a] 50US 2d) 3 agaill

O S Olsla <Olsls daals (Br5die
http://search.mandumah.com/Record/1624409

67



Cpend b e lihia¥) olSM) b aladial 50 .(2025) g cmhisa 5 ceallae cCagia
Uae  Ole)se (o o )Y DLy G peaal) lerdll 358 Ljas duhn 140y Clileal)
e gageee 201 - 182 ¢ 1 L 1dgme clabally sl Luaslly g

http: //search.mandumah.com/Record/1594326
Sl V) ands pige GulE (2020) Lasese de () sl 5 pagee plia dasl cailus
lae Agend) JleeVl Ay o Al W) ol Adedl) puledll Gads Jl 8 Ll
G0 aaime (380 - 1 ¢ 3g dze dpdadl Gl dpakay)

http://search.mandumah.com/Record/1119227
Glilee .U e W ply cilatiall el cpeaill @il L(2024) L e Jliai (lak

LBy aglall Lalaxy 3 e sl Ol dame 3 cplalad) (e die b)Y Al izl

O 2 Finee 214 - 182 ¢ T5¢ 19z
http://search.mandumah.com/Record/1568978

Ay Cileall 5l a8y & elilaa¥) olSA) 00 . (2025) - ugd dmw (g3 ((Sredd
pasies .89 = 76 ¢ 1g 3z dxsilally dualai®¥ly dpmalaally 40)l3Y) Cigall dualall dlaal)

http://search.mandumah.com/Record/1653588 (s

.z\:u\d\;)!\ QL._\LQ’J\ .S ci) ‘?A gc\.\jam‘)” <A 299 (2025) J# Qs (Cp (S cgfﬁd\
easien .89 = 76 ¢ g 3a cuigilally Lalai@yly Lualaally ds)ay) Eisall Zualall Alsaal)
http: //search.mandumah.com/Record/1653588 (1

V) chdge dalas (2025) L pmen il e (868 sl 5 cdeaa alhll ddra ¢ jalkll
e ik Al tleeY) Sg )l Jaseegll sl tsleaiBV) dneil) S lajly Jlacdl cilisalal
247 « 28 22z pubiadly LalaBY) aglall dlas L juae (b daogially Spaall ile g jdall

http://search.mandumah.com/Record/1634005 ¢ aajies .281 -

(alall 5 llue Bae Yy ( ALLI Gole dgana dana (Chug dumin plia ¢ Alllae
"chelall — Gl cle gl hae 8 V) @lhdse ((2024) 23y 2eae 2ea] 2ens
38 — 1 ¢ 28 48za iylaall ciluhall dupadll Asall L (gyemd) @) e Gulall

http: //search.mandumah.com/Record/1505316 g jiss

68



Ay 1ol ClSHE B cllaa) 5o e A 3)aY) 586 L (2025) Lomes desl (o
3¢ 1570 cdaslai@¥ly Aulayl aslell GlsS < daala dlas . aalill dudagll L guall 4S50 Al
http: //search.mandumah.com/Record/1608369 :« asjius -359 — 346 «

Ly 1eldl) iy b cllaal) 50 e ALl 5)ay) ik L (2025) L oes desl (e
3¢ .15z cAlaiyls 4nylaY) astall o)< dnala Alaa . cpalil] Lk gl) & udd) 3500 Alls

http://search.mandumah.com/Record/1608369 (x a=jius .359 — 346 «
Pl Bl e Laydliy dulay) el A Bale] L (2024) L aels dese ldllae ¢ et

760 « 25 467 cioaill Ergadl Aaa . 385al Asilaes aadeil) sy e Ll du)

http://search.mandumah.com/Record/1532246 s aajiss .797 -

G el 5o le pmge e dilad cdeal sl maallue (ald el o ST alye
Aty Alatsall Casiad e Al oY) Gilpdie uli 5 L(2025) aesl e 2eas
sree i halie B 8 Zgaki Al o' Aedgia) alasy) ledll z3sal Jaeall sl
= 541 « 2& 17z ciyla¥ls Aladl Grgally ciladpall Lnalal) Alaall " LaiaY) O aall Cipea

hitp: //search.mandumah.com/Record/1627940 1 ax i .613

i eglail) 5 e uge dena cilad cdeal deal daallne (b o olu STy
Lol iledl) s e Gyl oY) chdse gubi 5 .(2025) Laeal e desa
Glahall daalall Aaall 4k dal)y aa thasaall Jaad ciljlidl lagy)live soa 8 dadgidll
o oaasiee 5400 - 4460 ¢ 28 1T Ayl Al &gl

http://search.mandumah.com/Record/1627928

Ciny sl 5 e suge dame cdilad cdeaf aal daallie (ald ¢ alu o ST (al s
:Aalay) dabadl Casiad e Lawd)l) V) cilydige gada 51.(2025) Laeal Ghee 2eas
s s Shlie QB b Bk Al o’ Aedgiall A0Lay) ledl) z3gal Jaed) )
= 541 « 2& 17z Anylayls Adl Ergadly claadpall daalell) Alaal) "dialY) cDlanl) iy

http: //search.mandumah.com/Record/1627940 ¢ as s .613

K) cgd\d&gﬂ 9 cujs (eH9A ada Al c.JA;T JAAT .J_.}A;J\.J.\s cO_.}ALZ c‘sah.u ?JST cua§)4
LaladV) ledll s e Lwad ) ol chdge Guln 5 .(2025) caeal Ghee desa

eyl Zpalell Alaall LAkt Ly e tdagaall Jesd calla) Clags i egun b Andsiall

69



e gapes 5400 - 4460 ¢ 28 1Tz gyl AW sl
http://search.mandumah.com/Record/1627928

Lial) aafyal) s Ll

e Braglia, M., Gabbrielli, R., Marrazzini, L., & Padellini, L. (2022). Key Performance
Indicators and Industry 4.0—A structured approach for monitoring the implementation of
digital technologies. Procedia Computer Science, 200, 1626-1635.

e Dwivedi, A., & Madaan, J. (2020). A hybrid approach for modeling the key performance
indicators of information facilitated product recovery system. Journal of Modelling in
Management, 15(3), 933-965

e Mabhabir, R. J., & Pun, K. F. (2022). Revitalising project management office operations in
an engineering-service contractor organisation: a key performance indicator based
performance management approach. Business Process Management Journal, 28(4), 936-
959

e Marinagi, C., Reklitis, P., Trivellas, P., & Sakas, D. (2023). The impact of industry 4.0
technologies on key performance indicators for a resilient supply chain 4.0. Sustainability,
15(6), 5185.

e Mesaros, P., Behunova, A., Mandicak, T., Behtin, M., & Krajnikova, K. (2021). Impact of
enterprise information systems on selected key performance indicators in construction
project management: An empirical study. Wireless Networks, 27(3), 1641-1648.

e Moktadir, M. A., Dwivedi, A., Rahman, A., Chiappetta Jabbour, C. J., Paul, S. K., Sultana,
R., & Madaan, J. (2020). An investigation of key performance indicators for operational
excellence towards sustainability in the leather products industry. Business Strategy and
the Environment, 29(8), 3331-3351.

e Mulongo, N. Y. (2024, October). Key performance indicators of artificial intelligence for
IT operations (AIOPS). In 2024 International Symposium on Networks, Computers and
Communications (ISNCC) (pp. 1-8). IEEE

e Rekunenko, I., Kobushko, I., & Shubenko, R. (2024). The impact of KPIs on operational
efficiency and competitive advantage in trading enterprises. Social Economics, (68), 167-
178.

e Rekunenko, I., Kobushko, I., & Shubenko, R. (2024). The impact of KPIs on operational
efficiency and competitive advantage in trading enterprises. Social Economics, (68), 167-
178.

e Rodriguez-Rodriguez, R., Alfaro-Saiz, J. J., & Carot, J. M. (2020). A dynamic supply chain
BSC-based methodology to improve operations efficiency. Computers in Industry, 122,
103294.

e Setiawan, ., & Purba, H. H. (2020). A systematic literature review of key performance
indicators (KPIs) implementation. Journal of Industrial Engineering & Management
Research, 1(3), 200-208.

70



(dadkall



MIDOCIEAI

LJI'\JiV‘—E(SITYI

ilSig AU dasyg aSile aDl

Loy <l) 8T [ anSl) A
(daug dula 4uan

Osend Ao (IT KPIs) ) o)) cydiie Guad A (el Jss Ay ehals cfiald) a5
Lpad) ASlaally Laldl) pladl) 8 cilaglaal) 485 cfla) Ao Lo dads cililead) B)3) Belis
dagrd)

o) ol Sl DA e el (e Y Ralial cilaglea) g saelaally sl o oS
Ak dgay (e danliall ey e sl

@A.ad’ws Y \samees%‘;mw elly SN iy oS5 yuinal esﬁs&
A eld o) Llas) Jla dad)all oda @u oSag)

aliaYly spadill gl Jguls |sladiy

72



daadldd) il oYl

oS sl el Jaal) -1
o\)j'.'&z[l J:MLQD

g 10 = 5 e [ Jili g 0 5 §adl) Cilgiws -2
w15 o S 1w 15-10 o 0

(lis s 249 — 50) dlawssia sLiia [0 sladall aaa -3
(1334 999 — 250) 8 slisa I
(St Cilage 1000) 85 slae O

32\153&)& el Glaglaal) 408 8)la) paa [ LAdigl) camadl -4
A Agat Ay Jgena [ e 0al Jggena [

) el b paide [ Jlaa [ Cilaglaall 4 ladd Jgene [

73



QQ,\SMY\ thn Qau
FLEAY el apall A (V) BLE) o AuEl o)) Clpdida 1dsY) saall

u)laa L (8l
e blaa 32l dal)

Bad Bady
dagt) Laasn L) e
bl LaiiY) g5 Jara Hdiga B ik
dil) dtial) daid) A )paid
I (gl Jaugia pdiga B ardind
Aaaiy) A8 giga andil
plli A oY) g dagia pdiga dalad
AR as ) (352 Belis
A 3)lgal) aladiad BeldS BaY) (ks
daagiag da)gd §) g
Cilagleal) 458 clasd ¢l
Oe cldhbl) da Jara p&5a 8)aY) Adiad
Al pe ) andi B A Uglaal)
plti] Aot (1) Jangia pdiga adiin
Opadiioal) cilills dallas 4oy
dadidl) (S5ia LA daliay B)Y) Al
dakitia §) gai(SLA)
L) (Sinnal dyyg0 clualid 510y (gl
st claddl) e Cpadiiiceal)
408 o jlial) o)
(b A aliial) Jlad) du BIY) s
¢ daaal) cdgl)

74



ua,laa

pajlaa ylaa G Sl

daaiall duilaalls alY) (Gl 5y Aol
d_agil) e )liall
andll A5 L) e ilal) Jare Gondiad
abdal) (goaa
aubial) (3lai A paddl) Jaea 8)8Y) GBS
I Ao o)l Az
el G i
Laagie §yguay didy) Glgal) a5 da )
Byaleuag
i) gl GiLEaS) cidg o gia Guldh
ZERY
L) Clabaadly 2l dawd 3y pals
Baainall
i) Al il Ay g9 duiaf i las) (gl

PIRAN]

3

75



Gualiall el B (V) BLE) i cabbaall 83 BoliS Gauad 1 B paall B

:d‘ JQB\J
oa)laa . a8l
valae ulaa G0l Sad)
by by

3lgall JidY) aladia) Ao 31 pasal
dalial) 4z
dalaanl) Cillead) MRS AS pus 8] el
dagal)
G dalle Aoy AE By Cilajda andl
43allg 5a5ad)
Gladdl) 3olS paadiveall Ly (Goima (usSan
daaial) daaat)
clpill Llaiul) b Adle Ligpa BY) ellias

-

dan

DA daladal) dalgil) Lgdlaai 5oyl 3aal
Basaall duiajl cufal)

A yigall B BLAY Q& Ao B Jard

3

Aalaad¥) (oo Jle ity L) cobgland) o
sl 4134
Cptaiinal) Cilalbiial de s BIY) Cuaiud
5uiial)
doaliny) CiAY) Badad b BIaY) aged

alfiaYly padil) yalld aa

76



Mid Ocean University
College of Management MIDOC E-A,i}].

Department of Business Administration

The Impact of Implementing IT Key Performance
Indicators (IT KPIs) on Improving Operations
Management Efficiency: A Field Study on
Information Technology Departments in the Private
Sector in the Kingdom of Saudi Arabia

Prepared by:
Ali Hasan Al-Shabib
253001788

Main supervisor/ Second supervisor/
Dr. Al-Faisal Abdelhamid Dr. Fayez Jarad

2026 — 1448


http://www.tcpdf.org

