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Abstract

This study aimed to examine the impact of operational risk management, with its
dimensions of operational risk identification and assessment, internal controls and
compliance, incident management and business continuity, and monitoring, reporting, and
risk culture, on sales performance efficiency in commercial banks in the Kingdom of Saudi
Arabia. The study adopted a descriptive-analytical approach, using a questionnaire as the
primary tool for data collection. The questionnaire was distributed to a sample of (372)
respondents working in sales, risk management, operations, compliance, and internal audit
departments in Saudi commercial banks. The results indicated that the level of operational risk
management implementation was high, with a mean of (3.86), as was the level of sales
performance efficiency, with a mean of (3.82). Furthermore, the multiple regression analysis
confirmed a statistically significant impact at the level of (O < 0.05) of all operational risk
management dimensions combined on sales performance efficiency, explaining (70.9%) of its
variance. The dimension of internal controls and compliance had the strongest impact,
followed by monitoring, reporting, and risk culture, then risk identification and assessment,
and finally incident management and business continuity. The study recommended
enhancing the integration between operational risk management and sales activities,

intensifying training programs, and fostering a positive risk culture within Saudi commercial

banks.

Keywords: Operational Risk Management, Sales Performance Efficiency, Commercial Banks,

Internal Controls, Kingdom of Saudi Arabia.

83



1Al

4oyl gzl

Zé\.u.wél‘ NS e L..; Lo y939 Azl iud! daslgll (2025) oo p.a.ll\._\.g_c dozs oyl @

60 dlially Aylatll o laalyld Balall Alel] Aadas 2y lal 2llaid Lagdl 5ol

http://search.mandumah.com/Record/1621543 a2 242 -186 ¢ 2¢
shlall e @udadl 3 8ped) dalai¥ll alusiul (31.(2024) dezo dopall oy 9 cia Laall, @
oo pmsiws 184 - 165 o 25 Tze «sobaid¥l Jell Alme Al Fulys liad

http://search.mandumah.com/Record/1535670

é El_pb:ﬁ‘ ELJGJJ\ )S‘i .(2024) Sdue eaw ‘}QD-).“..\{.C a9 (gomy dema el aé)b’b.}.“ ®
ioll] Anale Alra s laiis - Aasalall ilely pladl Aoy 21 i ddue Ao Al 1ol ¢1sY]

http://search.mandumah.com/Record/1563684 p>rus 160-119 ¢ 245

.\A—wa@)ﬁij ‘CU.Q.A P‘"“‘“ CLHA.A ‘QQJL“"‘“ cCnaly doza Qg ‘.J}MA&LJ.Q.}-i ‘L_"a‘f‘“ °
Slahydl Azms &I0Y) gladl e Aalidl a5l Byla) 31 .(2022) e owgicad) el
o arAes 94 - 66 . 1y Sge plaisyl

http://search.mandumah.com/Record/1248752

o 53383 Wiy) a1 & Rl i il § el iad! £l Luragl sl ALLall 535l
Y 22 Aus Olee callaldl Aadbusy| ‘A}L’_“ dasl> .(5)5.&_& B

http://search.mandumah.com/Record/1219655

451 2418, 8"COSO" b gadas 131.(2021) o L cOlile 9 craa (e plad] ccalio; @

- padlae UL Zaale Alme o3 ¥ 3 Aleladl Alasll Slordl 3 AL Ll 5yls) 3

84


http://search.mandumah.com/Record/1621543
http://search.mandumah.com/Record/1535670
http://search.mandumah.com/Record/1563684
http://search.mandumah.com/Record/1248752
http://search.mandumah.com/Record/1219655

o amAwe 1220 - 99 o g 35z Byla¥ly  sLaidyl

http://search.mandumah.com/Record/1165736

é w\ Q‘J}J.LU 092 .(2020) ualam Q> cdoxn 9 ad.g.cLo.wl Q._!..\.” C)La ‘Q.l_d\ C)La
Syl Aalall Al yune § Bdodl S, adl e Buagbes Bulys i laadll olo¥) s
oo azdwe M4 - 75 0 4y 34z Apledl aluldl

http://search.mandumah.com/Record/1124813

Amo 24,8155 31 ol 28l adl Ayl Byliall § Abiaddl) Jbolsell 5yls) (e 2> grall dpulxll
08 axAws 406 - 393 . 16 3me  adluddl aslally  GlSY

http://search.mandumah.com/Record/1218809

e1o¥1 e 11 ik A esldlate o 3diiaddll Jblell 37.(2023) ol Cy81 38010
(0 gz Aus 196 - 158 « 2§ 427 oylmilly sband ¥ 3 lalys Al &Ll 85 Lally JU

http://search.mandumah.com/Record/1603698

Uzs . ians B9o¥l pllad e Auslue dlys 1 bl e1o¥1 Cramt (Kool 935l 8510)
oo axAws 3130 - 277 0 4 ayledly AU el

http://search.mandumah.com/Record/1438827

AUoLad! sagzdl 5yl0) )Si (2022) .ule oy Lo on Jeasd cor 9 ¢ (s ‘L“,SUa_zEJ\
Uzl Bus Aadleay @uladl 3yl é Ol onabygll e Aol dwlys AR ALY s
e azAwe 2260 - 181 o 24¢ Acluddl alwlydly lsN 3\._&.9.:.”

http://search.mandumah.com/Record/1325389

85


http://search.mandumah.com/Record/1165736
http://search.mandumah.com/Record/1124813
http://search.mandumah.com/Record/1218809
http://search.mandumah.com/Record/1603698
http://search.mandumah.com/Record/1438827
http://search.mandumah.com/Record/1325389

Byl elol BelaS e 49 ASIYN 8yl0¥) lagdas 31 .(2025) .aliws ¢ gowalys 9 ccal cgya¥
oo pmius 37 - 18 . 28 M0ze cAusleaVly uglall aslell Alme lall

http://search.mandumah.com/Record/1593596
daze Ja3e ccrgday 9 lides dasl s Cral coes T e cdaze el daze WIS (s dess
Beaitll LS Alra Ay dll 3ylsll 5yls] Slalew e 2laladl s3omll 5515] L3 .(2020) e

http://search.mandumah.com/Record/1253992 o p>us 90 - 65 ¢ 9¢ yadl

Q@ Aubaddll Jblell 3))s) 31.(2023) 00,8 e ylluse daml cBasliell g gy dusel (dlaylall
e piurbe Wlay) ool § aeladl dletdl oadl e Buapdas 2l dpusliall 3Ll @es

http://search.mandumah.com/Record/1404644 s Lije (Aihe Lol (B yg-die

;laill ‘3 w\ )Ja\_'xl‘ )S'T .(2023) R .JL:) u;\_x_&cj (W 9R .-\-A-"i Lo 6&‘).@_~A—”
(Byg-dide pe pitule Ulu)y) Adgud! Luazeld Juall 5ol :2\._‘._"3);?\ Ll d)ln o] é}.e«.“
o S olese Ll 2Lyl aslall Laal>

http://search.mandumah.com/Record/1461001

Azo AW B0 1yl Gou @ Azyal) Aplmtdl Byliall cpe Bipad Addas Aulys 1yl
Y E"JLM .297-276. 3&,1 7&4 AadWly Q\f)\g}(b Lalazd! QLAQ!)..LL‘ slazd¥ly E)b}” 4

http://search.mandumah.com/Record/1607712

NES|E PP ESNUIEIE-NE4] 1.(2024) s 3u395 dazma By a9 camma dugd as (Olaag
(Brgdin e pruale Uluy) ctlaudd § Aoladl 2dbl oidl § dasdl Jbolsll o
oo =S NENPS (i - EROW{ A yall EPAPS|

http://search.mandumah.com/Record/1560692

loLad) Bl 81l Gaadat @ Apiall 3ylskl yls) bl LT .(2021) .obide cagday

LaLatd¥ aglall gdes Zasls Usme .ol § Dbl Zaslall 3 clolall e Bilige Al

86


http://search.mandumah.com/Record/1253992
http://search.mandumah.com/Record/1404644
http://search.mandumah.com/Record/1461001
http://search.mandumah.com/Record/1607712
http://search.mandumah.com/Record/1560692

R

prdea 364 - 329 . 3p 37m cAgwleadly

http://search.mandumah.com/Record/1384918

EWLES P FAINY

Al Khasabah, M. A. |, Salleh, H. S., Nik Mat, N. K., & Zulkiffli, S. N. ‘Atikah. (2022). The
Relationship among Total Quality Management, Operational Performance and
Competitive Advantage in the Jordanian Banking Sector. Wseas Transactions On

Business And Economics, 19, 599—613. https://doi.org/10.37394/23207.2022.19.54

Ananto, N., & Lumingkewas, C. F. (2023). The Effect of Total Quality Management (TQM)
on Operational Performance in Garment Companies in Sukabumi. 1(03), 105—110.

https://doi.org/10.58812/esmb.v1i03.80

Athallah, L. F., & Purnama, N. (2025). The Influence of Total Quality Management and
Innovation on Operational Performance: An Empirical Study of Fish Processing Industry
SMEs in Cilacap. Asian Journal of Applied Business and Management, 4(3), 1257—1270.

https://doi.org/10.55927/ajabm.v4i3.414

Bytyci, I, Qerimi, A., & Qerimi, F. (2023). The impact of total quality management on
operational performance. Journal of Governance and Regulation, 12(1), 171-184.

https://doi.org/10.22495/jgrv12ilart16

Choure, B. K. (2025). Evaluating the Impact of Financial Risk Management Practices on
Operational Efficiency in Manufacturing Firms. Journal of Finance & Operations

Management P-ISSN: 3117-7840] E-ISSN: 3117-7859, 1(01),1-7.

87


http://search.mandumah.com/Record/1384918
https://doi.org/10.37394/23207.2022.19.54
https://doi.org/10.58812/esmb.v1i03.80
https://doi.org/10.55927/ajabm.v4i3.414
https://doi.org/10.22495/jgrv12i1art16

Ghazieh, L., & Chebana, N. (2021). The effectiveness of risk management system and firm
performance in the European context. Journal of Economics, Finance and Administrative
Science, 26(52), 182-196.

Hudédkovd, M., Kardos, P., Dvorsky, )., Afful, C. R, & Kloudova, J. (2023). Management of
operational risk in the context of financial performance of SMEs. Systems, 11(8), 408.

Li, H., Lam, H. K, Ho, W., & Yeung, A. C. (2022). The impact of chief risk officer
appointments on firm risk and operational efficiency. Journal of Operations
Management, 68(3), 241-269

Meyrandi, R. R, Yusnita, R. T, & Lestari, S. P. (2023). The Effect Of Total Quality
Management (Tqm) On Operational Performance (Survey at the Rajapolah Regional
Cuttlefish Company, Tasikmalaya Regency). Journal of Indonesian Management, 3(2).

https://doi.org/10.53697/jim.v3i2.1298

R., P., Junaidin, )., & Yusri, A. I. (2024). Implementation of Total Quality Management
(TQM) on Company Operational Performance. furnal Economic Resource, /2), 370—

375. https://doi.org/10.57178/jer.v7i2.1406

Ruiz-Canela Lépez, ). (2021). How can enterprise risk management help in evaluating the
operational risks for a telecommunications company?. Journal of Risk and Financial
Management, 14(3), 139.

Sutrimono, S., & Maghribi, M. (2024). The Influence of Total Quality Management, Lean
Manufacturing, and Entrepreneurial Orientation on Operating Performance in

Semarangan Batik Entrepreneurs in Semarang City.

https://doi.org/10.59422/rjmss.v1i02.255

88


https://doi.org/10.53697/jim.v3i2.1298
https://doi.org/10.57178/jer.v7i2.1406
https://doi.org/10.59422/rjmss.v1i02.255

® Zehir, S., & Zehir, C. (2023). Effects of Total Quality Management Practices on Financial
and Operational Performance of Hospitals. Sustainability, 15(21), 15430.

https://doi.org/10.3390/su152115430

89


https://doi.org/10.3390/su152115430

S|




MIDOCEA\|

UNIVERSITY I
58 39 <l Fan 39 (Sl 3Ll

LasySIl 51 / 00,1 (&

g Al s

el 21581 3,168 e adia il ol 8yla) 51 (olid Joo duslys eyl il a5,y

A gadl Ao yall ASLoll 3 2, Lamtll grdl e Bilten alys 1§ piall pUadll §

Jgsadl Jabs el g guigan Aiall cald Aelaall psly Aualall 23,all (oo oSoud W TyLass
oSl sl Sl IS5 oo ezl (alpeY Bwlill Slaglall a5 9 sueludly ol e @S

Sk g (0 Aalill AL e palall

of Lele oLl |ia Aad § @Sz § Aealuld paanlly Sl Josoms 0S5 inzd o uasly
lia polpel aad pusiad oy (el Lyun dolaiw 0Sie Lele Jgiamdl @i @ ULl puex

Al e o) LIS Il Aalydl s geilahy 63951 Cgang etz

plAsYg ypudd! 35U Jouds [9lindsy

91



Aaiead| ULl Yl

‘5\3? S Flax¥legdl -1
8l y4iSa @ iwla @
Slgiw 10 =5 (0 @ NEEREATRONS bt Llgiw -3
L 15 o0 ASTE 2w 15 —10 o
dowg 8yl B Lle 3,0 B &lo¥ ggiud! -4

a8l 8] / Audadia 3,05 2

RAPSTINE: Ssiadlybandl B Byls¥I/ meidll -5
BERLREVERT Jlize¥ls bl

92



Oleiw| Hol=a Ll

ey sy Colill asyl 8 (V) 8,La0 s « Akescal LoLill 5y0) 51 5oll

Al bl ey dyazs

Sl byt e pllas elidl gud ydg
alais¥! prazms Alasiyll A adll
4d prall oldeally
abad iy alia sl o Lell Cadiyms oy
Egiumg degig sl juuan (eials Ansly
515
Wllais | pudt) 3 yglata calgal il waiay
Loy BT oz yakdiip akiiadd] ol g9
ETRPSY
IS Adi Al ol asl 5 o oy
Joadl &y § Sluzmiad | (Sl (5592
oyl sl
JUa¥ (g ads 1l dayl gl
Alad adsls Ayl Loyl guo clidl iy
Sleodall wyuzis alldl on iaddl Jodd

gl Sligiusg

93



s lg Al ) Loyl gl dampe oy

Adtius il Jid (0 2092 Byguay Ll
el gl
Aedaitl] Solllazl] arazm il ik
Al il oo Byaball agl8,015
EAPES- i [ANES (RETHN [JEN L PYYON |
crelolal] Aalatin sy ol Ll yds
Aadaitdl bl lg JUie¥! &bl o Lia
B!
JLecdl syl yaiuoly sl gell 3, ls)
o P Lty Lallas il ellaay
Lebisol iy Ledigip 2ededddl] sl g2l
&zl
4yl oy Aol Jalas il gud pd g0
Slosielly cilelead! peex Jaid Jlosl
Lgunl|
Sladly Jlae¥! Ayl ol Jalas jLis | oy
Cbed IMS (e &9 Boguay &yl 981 (e

Aadl o 56Lna

94



oo Balaiud | o gyud! lid! (alseiug

& Lo gl aa Ll & dill &ol gl
2uilBsll el y] yyglas
Sbolell 485y JLsa¥lg 4! L
955 Fasy sloliea Sl e clidl dainy
Solill ggiua solas e TS 1)
ada s
WUl oo alald & 593 49yLa5 sl oy
Lelatl 5,1 a0 Lead ys Aukea add! olsel
Byla¥! udzzag
Ololall e dd alom) A8LES il § 39
b o9 ellaslly bl e $LYI e
el olie (e

Ala Al oLl 550 julas (sl oy

02391 929 crlaladl olol s pllas cpasis

95



ey LY el skl 8 (V) 880 s « el el o801 5.LaS L1 pmll 41

96

g Bsumdl deadl dblutal il i

Aadiye ¥y Aeleiddl! Jalail)
o adlall A YL el bLadl eudy
oy g JSI 83l | Mo lall sus G
Slaw
4 pall Slonselly Slmiid| Gagud o
Alaall odoall cila b (18 bl
palid; Gaxs
Sloglae pauds e Slawdl galsga oy
bl latil] e Alelig aghs
Lo 95
el By e pany il ey
Sy ksl Bl Jalasy dacdl eSleall
<Hlalall
Sleleall SIS pagases Jf lid! rug
Bag> Syl e Bolanl as aydl

EPRFI{EPRES ]




97

W) Aead ) slandl elid! Cals ol

Bueld arwgig (el Ll 8o1aS jo3al
Y|
$295 Sy Slaedl 3158 ool el oy
(eaS %551 gag A lg elal il o e Flia
Leesis
olladinl § dadime ¥ ine clidl 3ax
ol o Maadly Lolaislg sus s Ses
Sl 2 dpbeudl Aad! Sldaal! ouds
Jeadl Bale) Jf Axladly s Uasl 4ty
Sl oidl ae acd! bLadll 331 3,
g9 licl] Aolall Azl fud!
adaanad |
599l 355 el LA e
dadge Chumiy il dolm | dcadll

Gl § bzl




Mid Ocean University
1D E I[ll
College of Management UNIVERSITY ||

Master’s in Risk Management

The Impact of Operational Risk Management on Sales
Performance Efficiency in the Banking Sector: A Field Study

of Commercial Banks in the Kingdom of Saudi Arabia

Prepared by:
Maram Moazi Al Khaled
252000478
Supervision:
Dr. Al-Faisal Abdelhamid Mohamed Hassan
Dr. Fayez Jarad

2026 — 1447



