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Abstract

This study aims to examine the effectiveness of training and development
programs in enhancing service quality within private sector organizations in
Riyadh city, in light of the economic and organizational transformations
witnessed by the Kingdom of Saudi Arabia under Vision 2030. The study
adopted a quantitative descriptive-analytical approach, using an electronic
questionnaire as the primary tool for data collection from a purposive sample
of (100) employees working in private sector establishments in Riyadh,
distributed across various sectors including banking, retail, hospitality,
healthcare, and telecommunications.

The study reached several key findings, most notably: a strong positive
correlation with statistical significance between training program effectiveness
and service quality (correlation coefficient of 0.742), where the regression
model explained (55.2%) of the variance in service quality. The results also
demonstrated that a supportive work environment constitutes a crucial
mediating factor in enhancing the impact of training on service quality
(correlation coefficient of 0.685). Furthermore, the study revealed statistically
significant differences in perceived training effectiveness attributable to age
group, educational qualification, and years of experience, while no significant
differences were found attributable to gender.

Based on these findings, the study recommended restructuring training needs
assessment, adopting Kirkpatrick's four-level evaluation model, enhancing the
training transfer environment, customizing programs according to each sector's
nature, integrating behavioral and digital training into comprehensive
pathways, and linking incentives to the application of acquired skills.

Keywords:

Training Effectiveness, Service Quality, Private Sector, Riyadh, Saudi Vision
2030, SERVQUAL Model, Human Capital, Organizational Learning.
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