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Abstract:

This study aimed to measure the impact of artificial intelligence agents' governance in
automating Voice of the Customer (VoC) data to enhance institutional performance efficiency in
improving the beneficiary experience within government and semi-government entities in the
Kingdom of Saudi Arabia. Adopting a mixed-methods approach, quantitative data was collected
via an electronic questionnaire from a sample of (105) leaders and specialists and analyzed using
(SPSS), while qualitative data was gathered through (12) in-depth interviews with experts and



analyzed using inductive thematic analysis. The results revealed a statistically significant
positive impact of governance frameworks' effectiveness and institutional maturity on
significantly enhancing efficiency and improving performance. The findings confirmed that
governed reliance on Al agents reduces costs, minimizes errors, and accelerates decision-
making, enhancing the proactive strategic direction of organizations. Furthermore, the results
exposed organizational challenges regarding the gap between innovation flexibility and
compliance requirements, alongside concerns about technical hallucination and responsibility
ambiguity. The study recommended applying regulatory impact analysis before the actual launch
of smart models, adopting Governance by Design, establishing clear systems for human
intervention via escalation protocols to address complex contexts, and restructuring tasks while
training human resources to ensure effective integration with emerging technologies.
Keywords: Governance, Al Agents, Voice of the Customer, Institutional Performance
Efficiency, Beneficiary Experience.
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