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Abstract

This study aims to investigate the impact of implementing operational risk
management on service quality and reducing customer complaints in the major
telecommunications companies operating in the Kingdom of Saudi Arabia (STC,

Mobily, Zain). To achieve this objective, the study adopted a descriptive—analytical



approach, using a structured questionnaire administered to a representative sample
of 150 respondents comprising employees and subscribers. The collected data were
statistically analyzed using the Statistical Package for the Social Sciences (SPSS).
The statistical analysis revealed a strong, statistically significant positive correlation
between the efficiency of operational risk management and the quality of services
provided, where operational risk management was found to explain 51.8% of the
variance in service quality. Furthermore, the "assurance and security" dimension
received the highest rating from the respondents, highlighting the success of these
companies in securing user data, while the "responsiveness' and "empathy"
dimensions were identified as areas requiring further development. The results also
indicated statistically significant differences in operational risk management
implementation and service quality among the three companies, favoring the Saudi
Telecom Company (STC). Consequently, the study recommends promoting a culture
of risk awareness across all organizational levels, investing in smart technologies
and automation to reduce complaints processing times, and regularly updating
business continuity and disaster recovery plans to ensure network stability and

service reliability.

Keywords :Operational Risk Management, Service Quality, Customer Complaints,

Saudi Telecommunications Companies, Descriptive—Analytical Approach.
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