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Study Summary

The Impact of Administrative Innovation on Improving Service
Quality in Business Incubators and Accelerators in Riyadh City

Prepared by: Samir Mohammed Saeed Othman

Abstract

This study aimed to reveal the impact of administrative innovation on improving
service quality in business incubators and accelerators in Riyadh City, seeking to
understand how innovative management practices contribute to enhancing the level of
services provided to entrepreneurs and startups. The study adopted a descriptive-
analytical approach suitable for examining administrative phenomena and measuring the
relationship and impact between variables. To collect the necessary primary data, a
questionnaire was developed based on specialized literature and the dimensions of the
study variables (administrative innovation with its dimensions: critical thinking,
problem-solving, process development, organizational structures; and service quality
with its dimensions: reliability, responsiveness, assurance, empathy, tangibles). The
questionnaire was administered to a sample of (300) administrative and functional staff
working in business incubators and accelerators in Riyadh City, representing the study's
target population of personnel involved in service management and delivery. A
convenience sampling method was used due to the difficulty of precise enumeration of
the study population. For quantitative data analysis, a set of appropriate statistical
methods were employed using SPSS software, including descriptive statistics (means and
standard deviations) to determine the availability level of both variables, correlation
analysis (Pearson coefficient) to examine the relationship between the main variables,
and multiple linear regression analysis to test the impact of the independent variable's
dimensions on the dependent variable, in addition to using Cronbach's Alpha coefficient
to assess the tool's reliability.

The study yielded significant quantitative and qualitative results. Descriptive
findings showed that the level of administrative innovation across its various
dimensions was high from the perspective of the study sample, with the "process
development" dimension having the highest mean. Results also indicated that the level
of service quality provided was also high, with "assurance" and "empathy" dimensions
receiving the highest evaluations, pointing to high quality in aspects related to expertise,
trustworthiness, and personal attention. In terms of analytical findings, correlation
analysis revealed a strong, positive, and statistically significant correlation between
overall administrative innovation and overall service quality, meaning that institutions
with more innovative management generally provide higher quality services. Confirming
this relationship, multiple linear regression analysis showed a positive and statistically
significant impact of administrative innovation (with its combined dimensions) on
improving service quality, as administrative innovation was able to explain a
considerable proportion (approximately 68.1%) of the variance in service quality.
Detailed regression results indicated that all four dimensions of administrative innovation
had positive and statistically significant effects on service quality, with "process
development" being relatively the most influential dimension in contributing to
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improved service quality compared to the other three. Based on these findings, the study
concluded that administrative innovation is a powerful and effective driver for
enhancing service quality in Riyadh's business incubators and accelerators, and that
investing in the development of its various dimensions directly contributes to elevating
the level of services provided to entrepreneurs. The study offered several practical
recommendations for those in charge of these institutions, most notably the need to foster
a culture of critical thinking and problem-solving, continuously invest in administrative
process development due to its significant impact, build flexible and innovation-
supporting organizational structures, and directly link administrative innovation efforts
with service quality improvement strategies, in addition to developing human
capabilities, measuring quality from the beneficiary's perspective, and enhancing
cooperation for knowledge exchange.

Keywords: Administrative Innovation, Service Quality, Business Incubators,
Business Accelerators, Riyadh City.
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