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[bookmark: _Toc213996900]Introduction
In today’s highly competitive and rapidly evolving business environment, organizations increasingly recognize human capital as one of their most valuable strategic assets. The effectiveness, adaptability, and productivity of employees largely determine an organization’s ability to achieve sustainable competitive advantage. Within this context, training and development have emerged as critical managerial functions that enable employees to acquire new knowledge, enhance existing skills, and develop attitudes that align with organizational goals. As technological innovation, globalization, and market liberalization continue to reshape industries, organizations are compelled to invest systematically in employee development to remain responsive to change. This is particularly relevant in service-oriented sectors, where employee performance directly influences service quality, customer satisfaction, and overall organizational success (Faugoo, 2024).
Training and development practices encompass a wide range of planned activities designed to improve employees’ competencies, performance, and career growth. Training typically focuses on short-term skill acquisition and job-specific knowledge, enabling employees to perform their current roles more effectively. Development, on the other hand, adopts a longer-term perspective, aiming to prepare employees for future responsibilities through continuous learning, leadership development, and professional growth initiatives. When effectively implemented, these practices not only enhance individual performance but also contribute to higher levels of motivation, job satisfaction, organizational commitment, and employee retention. Consequently, organizations that prioritize structured and strategic training and development programs are better positioned to foster a high-performance work culture (Pahuja, 2024).
Employee performance is a multidimensional construct that reflects how well employees execute their assigned tasks, meet performance standards, and contribute to organizational objectives. It includes aspects such as productivity, quality of work, efficiency, creativity, and behavioral outcomes such as teamwork and communication. In service sectors, employee performance holds particular significance because employees often represent the primary point of interaction between the organization and its customers. As a result, any improvement in employee competencies and attitudes through training and development is likely to have a direct and measurable impact on service delivery and customer perceptions. Understanding the factors that influence employee performance, therefore, remains a central concern for both researchers and practitioners (Nastase, 2025).
The telecommunications service sector represents one of the most dynamic and strategically important industries in Saudi Arabia. Driven by rapid technological advancements, digital transformation, and increasing customer expectations, this sector plays a vital role in supporting economic diversification and national development initiatives such as Saudi Vision 2030. Telecommunications companies operate in an environment characterized by intense competition, continuous innovation, and strict regulatory requirements. To cope with these challenges, organizations in this sector must rely on a highly skilled, knowledgeable, and adaptable workforce. Effective training and development practices are essential to ensure that employees can keep pace with emerging technologies, deliver high-quality services, and maintain operational efficiency (Aldahhan, 2023).
Despite the growing emphasis on training and development in Saudi organizations, there remains a need for empirical evidence that clearly demonstrates how these practices influence employee performance, particularly within the telecommunications service sector. Cultural, organizational, and contextual factors unique to Saudi Arabia may shape the design, implementation, and outcomes of training and development initiatives. Therefore, findings from other countries or industries may not be directly applicable. This study seeks to address this gap by examining the nature of training and development practices adopted by telecommunications service providers in Saudi Arabia and assessing their impact on various dimensions of employee performance (Rožman, 2023).
By focusing on the telecommunications service sector in Saudi Arabia, this study contributes to both academic literature and managerial practice. Academically, it extends existing research on human resource development by providing context-specific insights into the relationship between training and development practices and employee performance in a rapidly developing economy. Practically, the findings are expected to assist managers, human resource professionals, and policymakers in designing more effective training and development strategies that align with organizational objectives and national workforce development goals. Ultimately, the study underscores the importance of investing in human capital as a key driver of organizational performance and long-term competitiveness in the Saudi telecommunications industry.
[bookmark: _Toc213996901]Study Problem
Despite the increasing recognition of training and development as essential strategic tools for enhancing employee capabilities, many organizations in the telecommunications service sector in Saudi Arabia continue to face challenges in translating these practices into tangible improvements in employee performance. Telecommunications companies invest substantial financial and managerial resources in training programs, technical workshops, and professional development initiatives; however, the effectiveness of these investments often remains unclear. In many cases, training activities are implemented without a systematic assessment of employee needs, clear performance objectives, or robust evaluation mechanisms. As a result, there is uncertainty regarding whether existing training and development practices are aligned with organizational goals and whether they genuinely contribute to improved employee performance in a highly competitive and technologically driven environment.
The rapid pace of technological change in the telecommunications sector places continuous pressure on employees to update their skills and knowledge. While training programs are designed to address these demands, inconsistencies in program quality, relevance, and delivery methods may limit their impact. In the Saudi context, additional factors such as workforce nationalization policies, cultural considerations, and varying levels of employee educational backgrounds further complicate the effective implementation of training and development initiatives. Consequently, organizations may experience gaps between the intended outcomes of training programs and actual employee performance, creating a critical managerial and research problem that warrants in-depth investigation (Gethe, 2024).
Problems Arising from the Main Research Problem
· One of the key problems arising from this main research issue is the misalignment between training and development programs and the actual skill requirements of employees. When training content does not reflect the real challenges employees face in their daily tasks, it fails to enhance job performance and may lead to frustration, low motivation, and wasted organizational resources. This misalignment can be particularly detrimental in the telecommunications service sector, where employees must possess up-to-date technical expertise, problem-solving abilities, and customer service skills to meet evolving market demands.
· Another significant problem is the lack of systematic evaluation of training and development outcomes. Many organizations focus primarily on the delivery of training activities rather than measuring their effectiveness in terms of performance improvement. Without clear performance indicators and feedback mechanisms, it becomes difficult to determine whether training initiatives contribute to productivity, service quality, or employee efficiency. This lack of evaluation can prevent organizations from identifying weaknesses in their training strategies and from making informed decisions about future investments in employee development.
· Additionally, ineffective training and development practices may contribute to broader organizational challenges such as low employee engagement, reduced job satisfaction, and high turnover rates. Employees who perceive training programs as irrelevant or insufficient may feel undervalued or ill-prepared to handle job demands, which can negatively affect their commitment and performance. In the Saudi telecommunications sector, where competition for skilled talent is intense, these issues can undermine organizational stability and long-term competitiveness (Al-Oun, 2025).
Based on the main research problem and the challenges arising from it, the central research question of this study is formulated as follows: To what extent do training and development practices influence employee performance in the telecommunications service sector in Saudi Arabia? 

[bookmark: _Toc213996902]Study Questions
Main Research Question:
· To what extent do training and development practices influence employee performance in the telecommunications service sector in Saudi Arabia?
Sub-Research Questions:
1. What types of training and development practices are currently implemented in telecommunications service companies in Saudi Arabia?
2. To what extent are training needs properly identified and aligned with employees’ job requirements and organizational objectives in the telecommunications service sector?
3. How do training and development practices affect different dimensions of employee performance, such as productivity, quality of work, efficiency, and service delivery?
4. What is the relationship between the training methods and delivery approaches used and the effectiveness of employee performance improvement in the telecommunications service sector?
5. To what extent do training evaluation and follow-up mechanisms contribute to sustaining and enhancing employee performance after the completion of training programs?

[bookmark: _Toc213996903]Study Importance
· [bookmark: _Toc213996904]Scientific Importance
The scientific importance of this study lies in its contribution to the existing body of knowledge on human resource management, particularly in the areas of training and development and their relationship with employee performance. Although numerous studies have examined the impact of training and development on employee outcomes, much of the existing literature is concentrated in developed economies or in sectors other than telecommunications. Consequently, there is a limited understanding of how these practices function within the context of developing and emerging economies such as Saudi Arabia, where organizational structures, labor market dynamics, and cultural values differ significantly. By focusing on the telecommunications service sector in Saudi Arabia, this study addresses an important gap in the literature and provides context-specific empirical evidence that can enrich theoretical discussions and comparative research in human resource development.
This study advances scientific understanding by examining training and development as multidimensional constructs rather than isolated activities. It explores how various aspects of training—such as needs assessment, program design, delivery methods, and evaluation—interact to influence different dimensions of employee performance. This comprehensive approach allows for a more nuanced analysis of the mechanisms through which training and development practices affect employee outcomes. In addition, the study contributes to theory by testing established human resource and performance models within a new empirical setting, thereby assessing their applicability and robustness in the Saudi telecommunications sector. The findings may also stimulate future research by identifying new variables, relationships, or contextual factors that warrant further investigation (Walters, 2017).
· Practical Importance
From a practical perspective, the importance of this study is reflected in its potential to support managerial decision-making and organizational effectiveness in the telecommunications service sector in Saudi Arabia. Telecommunications companies operate in a highly competitive and technology-driven environment where employee performance directly affects service quality, customer satisfaction, and organizational reputation. By providing empirical evidence on the impact of training and development practices on employee performance, this study offers valuable insights for managers and human resource professionals seeking to optimize their investment in employee development. The findings can help organizations identify which training practices are most effective and how they can be aligned with strategic objectives to achieve measurable performance improvements.
The study holds practical significance for policymakers and stakeholders involved in workforce development and national economic transformation initiatives, such as Saudi Vision 2030. Enhancing the skills and capabilities of the workforce is a central pillar of these initiatives, and the telecommunications sector plays a critical role in supporting digital transformation and economic diversification. The results of this study can inform the design of more effective training policies, professional development frameworks, and talent management strategies that support sustainable workforce development. Furthermore, by highlighting best practices and potential shortcomings in current training and development approaches, the study can assist organizations in improving employee engagement, reducing turnover, and fostering a culture of continuous learning. Ultimately, the practical importance of this research lies in its ability to bridge the gap between theory and practice and to contribute to improved employee performance and organizational competitiveness in the Saudi telecommunications industry (Qalati, 2022).

Study Objectives
Main Objective:
· The main objective of this study is to examine the impact of training and development practices on employee performance in the telecommunications service sector in Saudi Arabia, with the aim of determining how these practices contribute to enhancing employees’ skills, competencies, and overall work performance within a highly competitive and technology-driven environment.
Sub-Objectives:
1. To identify the prevailing training and development practices implemented by telecommunications service companies in Saudi Arabia and assess their key characteristics.
2. To examine the extent to which training needs assessment is conducted and its role in aligning training programs with employees’ job requirements and organizational goals.
3. To analyze the impact of training and development programs on different dimensions of employee performance, including productivity, quality of work, efficiency, and service delivery.
4. To evaluate the effectiveness of training methods and delivery approaches used in the telecommunications service sector and their influence on employee learning and performance outcomes.
5. To assess the role of training evaluation and follow-up mechanisms in determining the overall effectiveness of training and development practices and their contribution to sustained employee performance improvement.

[bookmark: _Toc213996905]Study Hypotheses
Main Hypothesis:
· H₀: Training and development practices have no significant impact on employee performance in the telecommunications service sector in Saudi Arabia.
· H₁: Training and development practices have a significant impact on employee performance in the telecommunications service sector in Saudi Arabia.
Sub-Hypotheses:
1. H₁₁: Training needs assessment has a significant positive impact on employee performance in the telecommunications service sector in Saudi Arabia.
2. H₁₂: Training program design and content have a significant positive impact on employee performance in the telecommunications service sector in Saudi Arabia.
3. H₁₃: Training methods and delivery approaches have a significant positive impact on employee performance in the telecommunications service sector in Saudi Arabia.
4. H₁₄: Employee participation in training and development programs has a significant positive impact on employee performance in the telecommunications service sector in Saudi Arabia.
5. H₁₅: Training evaluation and follow-up mechanisms have a significant positive impact on employee performance in the telecommunications service sector in Saudi Arabia.


[bookmark: _Toc213996906]Scientific Theory Used to Prepare Research
The study is generally grounded in several well-established scientific and management theories that explain how employee capabilities develop and how organizational investment in human resources leads to improved performance. The most relevant theoretical foundations include Human Capital Theory, Resource-Based View (RBV) of the Firm, Adult Learning Theory, and Social Learning Theory. Together, these theories provide a conceptual explanation for why organizations invest in training and development and how such practices influence employee performance and organizational outcomes.
1. Human Capital Theory
One of the primary theoretical foundations of research on training and development is Human Capital Theory, originally developed by economists such as Gary Becker and Theodore Schultz. This theory views employees’ knowledge, skills, abilities, and competencies as a form of capital that can generate economic value for organizations and societies. According to this perspective, investments in education, training, and professional development enhance employees’ productive capabilities in much the same way that investments in machinery or technology improve physical productivity.
Within the context of the telecommunications service sector in Saudi Arabia, Human Capital Theory explains that organizations that invest in structured training programs, technical skill development, and professional learning opportunities are effectively increasing the value of their workforce. Telecommunications companies operate in a highly dynamic technological environment characterized by rapid innovations, digital transformation, and constant upgrades in communication infrastructure. Consequently, employees must continuously develop new competencies to remain effective in their roles. Training programs allow employees to update their knowledge of new technologies, improve problem-solving abilities, and develop customer service skills, all of which contribute directly to higher levels of job performance.
Human Capital Theory suggests that when organizations allocate resources toward employee development, they are making long-term strategic investments. These investments lead to improved productivity, higher service quality, and enhanced organizational competitiveness. In the telecommunications sector, where service reliability and technical expertise are crucial, well-trained employees can respond more efficiently to network issues, provide better customer support, and contribute to innovation. Thus, the theory provides a logical explanation for the relationship between training initiatives and improved employee performance.
2. Resource-Based View (RBV) of the Firm
Another important theoretical perspective underpinning the study is the Resource-Based View of the Firm, which was notably advanced by scholars such as Jay Barney. The RBV argues that organizations achieve sustainable competitive advantage through resources that are valuable, rare, inimitable, and non-substitutable (VRIN). Among these resources, human resources—particularly skilled and knowledgeable employees—are considered one of the most critical strategic assets.
From this perspective, training and development programs are mechanisms through which organizations strengthen their internal resources. In service industries such as telecommunications, employees interact directly with customers, manage technical systems, and ensure service continuity. Their competence, expertise, and ability to adapt to technological change can significantly influence organizational success. Therefore, companies that systematically develop their employees through training programs create a workforce that is difficult for competitors to replicate.
In the Saudi telecommunications sector, which includes large firms operating in a competitive market environment, the ability to maintain a highly skilled workforce becomes a strategic necessity. Training programs in areas such as digital systems, customer relationship management, cybersecurity, and emerging communication technologies help organizations build unique capabilities. According to the Resource-Based View, these capabilities contribute not only to improved individual employee performance but also to the long-term strategic advantage of the organization.
3. Adult Learning Theory
Training effectiveness is also explained through principles derived from Adult Learning Theory, commonly associated with the work of Malcolm Knowles. Adult Learning Theory, also known as andragogy, focuses on how adults learn differently from children and emphasizes that adult learners are self-directed, goal-oriented, and motivated by practical applications of knowledge.
In organizational settings, this theory suggests that training programs should be designed to meet the specific needs of employees, focusing on practical skills and real workplace problems. Employees are more likely to benefit from training when the learning process is interactive, experience-based, and relevant to their job responsibilities. For example, telecommunications employees may learn more effectively through simulations, technical demonstrations, hands-on training with communication equipment, and case-based problem solving.
Adult Learning Theory also highlights the importance of experiential learning, where employees draw upon their previous work experiences as part of the learning process. In the telecommunications sector, technicians, engineers, and customer service representatives bring prior knowledge to training sessions, which enhances learning outcomes when training is structured to encourage participation and collaboration. As a result, organizations that design training programs based on adult learning principles are more likely to achieve improvements in employee performance.
4. Social Learning Theory
Another theoretical framework relevant to training and development is Social Learning Theory, proposed by Albert Bandura. This theory emphasizes that individuals learn not only through direct instruction but also by observing others, imitating behaviors, and receiving feedback from their environment.
In the workplace, employees often acquire new skills by observing experienced colleagues, mentors, or supervisors. Training programs that incorporate coaching, mentoring, and collaborative learning environments enable employees to learn through observation and interaction. For example, new telecommunications technicians may learn operational procedures by working alongside experienced engineers who demonstrate troubleshooting methods and system maintenance techniques.
Social Learning Theory also stresses the importance of reinforcement and feedback in shaping behavior. When employees receive recognition or rewards for applying newly learned skills effectively, they are more likely to continue demonstrating those behaviors. Consequently, organizations that combine formal training with mentoring and supportive supervision can enhance the transfer of learning from training sessions to actual job performance.
5. Integration of Theoretical Foundations in the Study
The integration of these theoretical perspectives provides a comprehensive framework for understanding the relationship between training and development practices and employee performance. Human Capital Theory explains why organizations invest in training as a means of enhancing employee productivity. The Resource-Based View highlights how a well-trained workforce can create sustainable competitive advantage. Adult Learning Theory provides insight into how training should be designed to maximize learning effectiveness, while Social Learning Theory explains how employees internalize new skills through observation and interaction.
Together, these theories support the central assumption of the study: that systematic training and development initiatives improve employees’ knowledge, skills, and competencies, which in turn lead to higher levels of job performance. In the context of the telecommunications service sector in Saudi Arabia, where technological innovation and service quality are critical success factors, effective training programs play a crucial role in ensuring that employees can meet evolving industry demands and contribute to organizational growth and competitiveness.
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Chapter Two presents the theoretical and empirical foundations that support the current study titled Training and Development Practices and Their Impact on Employee Performance: Evidence from the Telecommunications Service Sector in Saudi Arabia. The purpose of this chapter is to provide a comprehensive understanding of the major concepts, models, and empirical findings that relate to the relationship between organizational training and development practices and the performance levels of employees. By reviewing relevant academic literature and theoretical perspectives, this chapter establishes the conceptual background necessary for examining how training initiatives influence workforce effectiveness within the telecommunications service industry.
Organizations operating in highly competitive and technology-driven sectors increasingly recognize that employee capabilities represent one of the most valuable assets for achieving sustainable success. In service-oriented industries, such as telecommunications, employees are directly involved in delivering services, solving technical issues, interacting with customers, and maintaining the quality and reliability of communication systems. Consequently, organizations place significant emphasis on developing their human resources through structured learning opportunities and professional development initiatives. These practices aim to enhance employees’ knowledge, technical skills, and competencies, enabling them to perform their duties more efficiently and effectively.
In this context, the literature review explores the major concepts associated with workforce development and performance improvement within organizations. It provides an in-depth explanation of training and development practices as essential managerial strategies designed to enhance employees’ abilities and productivity. These practices include formal training programs, on-the-job learning, workshops, professional development activities, mentoring systems, and continuous learning opportunities that enable employees to adapt to technological advancements and changing organizational demands. Understanding the nature and role of such practices is essential for evaluating how they influence employee behavior, job performance, and overall organizational effectiveness.
The chapter discusses the concept of employee performance and the various dimensions through which it can be evaluated. Employee performance is widely regarded as a critical indicator of organizational success, as it reflects the extent to which individuals accomplish their assigned tasks and contribute to organizational goals. Performance may include aspects such as productivity, service quality, efficiency, problem-solving ability, and the capacity to meet organizational expectations. In sectors like telecommunications, where operational accuracy and customer satisfaction are essential, employee performance plays a pivotal role in determining the quality and reliability of services delivered to customers.
In addition to conceptual explanations, this chapter reviews a wide range of previous empirical studies that have examined the relationship between training, development initiatives, and employee performance across different industries and geographical contexts. Examining these studies provides valuable insights into how organizations have implemented training programs and the extent to which these initiatives have influenced employee outcomes. The analysis of previous research helps identify consistent findings, methodological approaches, and gaps in the literature that justify the need for the present study. By synthesizing these empirical contributions, the chapter highlights how earlier research has shaped the understanding of training effectiveness and employee development within modern organizations.
The chapter also presents the theoretical perspectives that underpin the relationship between training and employee performance. Various theories in human resource management and organizational behavior emphasize the importance of investing in employee development as a strategic tool for enhancing productivity and organizational competitiveness. These theoretical foundations provide a logical explanation of how training initiatives contribute to the development of employees’ knowledge, skills, and attitudes, ultimately leading to improved job performance. Understanding these theories is crucial for interpreting the relationship examined in this research and for developing a conceptual basis that guides the analysis of the study variables.
Chapter Two serves as a critical foundation for the research by integrating conceptual discussions, theoretical explanations, and empirical evidence related to training and development practices and employee performance. Through a comprehensive review of relevant literature, the chapter establishes a clear understanding of the key constructs examined in the study and demonstrates their significance within organizational contexts. This discussion ultimately supports the development of the research framework and provides the intellectual basis for analyzing how training and development practices influence employee performance within the telecommunications service sector in Saudi Arabia.
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· Dependent Variable: Employee Performance
Employee performance represents the primary outcome that organizations seek to enhance through effective human resource management practices. In the context of this study, employee performance refers to the degree to which employees successfully fulfill their job responsibilities and contribute to the achievement of organizational objectives. It encompasses various dimensions such as productivity, efficiency, service quality, problem-solving ability, and the capacity to meet performance standards established by the organization. Within the telecommunications service sector in Saudi Arabia, employee performance plays a particularly significant role because employees are directly responsible for maintaining communication systems, providing technical support, responding to customer inquiries, and ensuring the reliability of telecommunication services.
High levels of employee performance are essential for organizations operating in competitive and technology-driven environments. Telecommunications companies rely heavily on skilled employees who possess the technical knowledge and operational competence required to manage complex communication networks and deliver high-quality services to customers. Employees who demonstrate strong performance are typically characterized by their ability to complete tasks accurately, adapt to technological changes, maintain high levels of customer satisfaction, and contribute to organizational innovation. As a result, organizations invest considerable resources in improving the capabilities and competencies of their workforce, recognizing that employee performance directly influences productivity, service quality, and overall organizational effectiveness.
Employee performance is viewed as a measurable outcome that reflects how effectively employees apply their knowledge, skills, and abilities in the workplace. It is influenced by various organizational factors, including training opportunities, workplace support, and continuous professional development initiatives. By examining employee performance as the dependent variable, the study seeks to determine how specific training and development practices implemented by organizations in the telecommunications sector contribute to improving employees’ effectiveness and their ability to perform job-related tasks successfully.
· Independent Variable: Quality of Training Programs
The quality of training programs represents one of the key independent variables examined in this research. Training programs are structured learning activities designed to enhance employees’ knowledge, technical skills, and competencies required for performing their roles effectively. However, the effectiveness of such programs largely depends on their quality, which includes factors such as the relevance of the training content, the expertise of trainers, the methods used for delivering training, and the extent to which the training addresses employees’ actual job requirements.
High-quality training programs are carefully designed to align with organizational objectives and the specific needs of employees. In the telecommunications sector, where technological advancements occur rapidly, training programs must be continuously updated to reflect new communication technologies, network management systems, cybersecurity practices, and customer service techniques. When training programs are well-designed and delivered using appropriate instructional methods, they enable employees to acquire practical knowledge and develop the skills required to perform their duties more efficiently.
The quality of training programs influences employees’ motivation to participate in learning activities and apply newly acquired knowledge in the workplace. Training initiatives that incorporate interactive learning methods, real-world simulations, and hands-on practice tend to be more effective in improving employees’ technical capabilities and problem-solving skills. Consequently, organizations that invest in high-quality training programs are more likely to experience improvements in employee performance, as employees become better equipped to handle complex tasks and respond to operational challenges within the telecommunications environment.
· Independent Variable: Continuous Professional Development
Continuous professional development represents another important factor influencing employee performance. Unlike traditional training programs that may occur occasionally, continuous professional development refers to ongoing learning opportunities that enable employees to continuously update and expand their knowledge and skills throughout their careers. This concept emphasizes the importance of lifelong learning within organizations, particularly in industries characterized by rapid technological advancement and evolving professional requirements.
In the telecommunications sector, continuous professional development is essential for ensuring that employees remain knowledgeable about emerging technologies, updated operational procedures, and innovative service delivery methods. Through workshops, specialized courses, professional certifications, seminars, and on-the-job learning opportunities, employees can enhance their technical expertise and adapt to the changing demands of the industry. Such development initiatives help employees remain competitive and capable of performing complex tasks associated with modern telecommunication systems.
Continuous professional development also contributes to employees’ personal and professional growth by encouraging them to pursue higher levels of expertise and competence. Employees who engage in ongoing learning tend to demonstrate greater confidence in their abilities, improved problem-solving skills, and a stronger commitment to organizational goals. These benefits ultimately translate into improved work performance, as employees become more capable of addressing technical challenges, delivering efficient services, and maintaining high standards of professional conduct within the organization.
· Independent Variable: Organizational Support for Training
Organizational support for training refers to the extent to which an organization encourages, facilitates, and invests in the development of its employees through training and learning opportunities. This form of support includes providing financial resources for training programs, allocating time for employees to participate in learning activities, offering access to professional development opportunities, and creating an organizational culture that values continuous learning and improvement.
When organizations actively support training initiatives, employees are more likely to perceive that their professional growth is valued and encouraged by management. This perception can increase employees’ motivation to participate in training activities and apply the skills they acquire in their daily work. Organizational support may also involve managerial encouragement, mentoring programs, and the provision of modern training facilities or digital learning platforms that make learning more accessible and effective.
In the telecommunications service sector, where technical competence is essential for maintaining communication infrastructure and delivering reliable services, organizational support for training becomes a critical factor in workforce development. Companies that prioritize employee learning create an environment in which employees feel empowered to enhance their capabilities and remain up to date with technological advancements. As a result, employees are better prepared to perform their duties effectively and contribute to the organization’s long-term success.
Relationship Between the Variables
The relationship between the variables examined in this study reflects the fundamental principle that investments in employee development lead to improved individual and organizational outcomes. Training and development practices, represented by the quality of training programs, continuous professional development, and organizational support for training, serve as essential mechanisms for enhancing employees’ knowledge, skills, and competencies. When employees participate in well-designed training programs, engage in ongoing professional learning, and receive strong organizational support for their development, they are more likely to perform their job responsibilities effectively.
These independent variables collectively contribute to creating a learning-oriented organizational environment in which employees are continuously encouraged to develop their abilities and adapt to evolving workplace demands. As employees acquire new technical skills and expand their professional knowledge, their capacity to perform complex tasks, solve problems, and provide high-quality services improves significantly. In the telecommunications sector, where operational efficiency and customer satisfaction are closely linked to employee competence, the impact of training and development initiatives on performance becomes particularly evident.
The relationship examined in this study suggests that effective training and development practices positively influence employee performance. Organizations that invest in high-quality training programs, promote continuous professional development, and provide strong support for employee learning are more likely to cultivate a highly skilled workforce capable of achieving superior performance levels. By examining these relationships within the telecommunications service sector in Saudi Arabia, the study aims to provide valuable insights into how organizations can strategically use training and development practices to enhance workforce effectiveness and achieve sustainable organizational success.
[bookmark: _Toc213996911]Previous Studies
Currently, many organizations are facing trials when competing in the turbulent business environment; this is coupled with the current Covid-19 pandemic, which has worsened the strength of the organizations. The telecommunication companies in Malaysia was also not spared in this situation. Therefore, a crucial strategy for the telecommunication companies to gain competitive advantage is by conducting training to its employees at all levels to overcome this current drawback. This research aims to discover if training impacts job performance and job satisfaction which are two crucial variables that leads to the telecommunication company’s survival and growth. Therefore, in order to achieve the objective of this research, the survey procedure is used to develop a thorough profile, which is gathered from 316 out of 500 formal standardized questionnaires sent to employees at three major telecommunication companies in Malaysia. This research utilized the quantitative methods to produce empirical outcomes and substantiations that answer the research questions. The literature examined the areas of training, job performance, and job satisfaction to fill the gap and to determine the significance of training programs conducted on job performance and job satisfaction. The analysis shows that training is statistically significant and has a strong relationship with job performance and job satisfaction. The hypothesis depicted that training programs conducted in the telecommunication companies have a significant relationship with job performance and job satisfaction of the employees. Thus, the findings of this study (Kanapathipillai, 2020) could aid as an example to other companies in Malaysia to not take granted of the impact of training on job performance and job satisfaction. By undertaking continuous training, companies could rise against the current economic problems caused by the Covid-19 pandemic and continue to survive and flourish as well as maintain its competitive strength.
(Othayman, 2020) This research aims to identify the challenges confronting the delivery of training and development in the context of Saudi Arabia. Saudi Arabia is a country which is currently in a transformational phase, triggered by domestic factors like Vision 2030 and global factors. Through a process known as Saudization, the government of Saudi Arabia seeks to improve the quality of human resource in the country and provide the maximum opportunities to its youth that constitutes a significant part of its population. To this end, the government is heavily investing in training and development programs and the education sector. This study collects secondary data from government documents, databases, articles, reports, books, and previous studies undertaken by the government to measure the effectiveness of its training and development programs. Various findings have been summarised from the perspective of challenges confronting the delivery of training and development programs in Saudi Arabia.
The focus of the study (Zaman, 2020) is to examine the impact of Training design and Training & Development practices on employees' performance of insurance sector in Kingdom Saudi Arabia. The study conforms to both quantitative and qualitative research. The study in hand provides brief overview of the literature about training effectiveness and how it contributes in enhancing the employee performance and lastly concludes along with recommendation to give directions for future research by applying different level of analysis on exploring the impact of training practices on employees' performance. This study shows that the training program, design and implementation must be planned and systematic approach, towards enhancing performance and productivity It has been observed that most organization meet their tanning needs, then design training activities in a rational manner and finally assess the results of training. The study concludes that if organizations invest in right type of employees' training it can enhance employee performance as well as competencies and skills. In addition, training design as a useful means in job involvement, delivery styles, organization commitment, quality services and importantly most it plays a key role to enhance employees' performance.
The aim of this study (Younas, 2018) was to explore the impact of training and development on employee performance. This study conducted under the framework of banking sector of Pakistan. Study finding reveal development leads to better employee performance, training and development both increase the employee performance. Organizations need to spend on training and development of its employees for sustainable long term competitive edge.
The training and Development teams of every organization aim to drive better employee performance and make a better impact on their businesses. In order to achieve maximum performance, it is critical to consider the capacity building of organizations and institutions. For example, it has been indicated as a means for ensuring the continued existence of organizations by building institutional strength and reducing reliance on key individuals. Effective capacity building allows an organization to continue its work despite staff turnover or changes in the operating environment. (Mekdad, 2024) This paper focuses on determining the impact of training and development on employee performance by focusing on the insights of sustainable capacity building at one of the organizations in Qatar's telecommunication sector. It also determines the employees’ opinions of how training programs could build the capacity of employees. A probability technique was employed in this research by using a simple random sampling method to select participants randomly and a quantitative approach was employed by using a survey-based data collection through a questionnaire. The population of the selected company consisted of 150 employees, the data was received from 122 employees reflecting a response rate of 88.5% of the sample size selected, and it was examined through descriptive statistics, reliability analysis, correlation matrix, and regression analysis. The findings demonstrated that an alpha value of all variables is above 0.84, which shows that the results for the test are highly reliable and valid. The results proved that there is a high correlation where all independent variables (Training Needs Assessment, Training Content, and Training Evaluation) are correlated with the dependent variables (Task Performance and Work Environment) with coefficients greater than 0.97, respectively. Regression analysis shows the strength of the link between variables, the R Square value in regression statistics table is 0.980, which means that the predictor variables in the model (Training and Development) explain higher and stronger relationship with (Employee performance), the P-value shows a value of 0.0012 which results in accepting the alternative hypothesis which is ‘training & development affects employee performance’. The originality of the current paper comes in identifying the implementation of training and development with employee performance and how sustainable capacity building helps to upskill and re-skill employees, specifically in one of the Qatari organizations in the telecommunication sector. The researchers have proposed a model to outline a 579sustainable solution of training and development designed to enhance capacity building through employee performance. The research has outlined the essential aspects of training and development and its impact of employee performance in the telecommunication sector. This study proved that all variables of training and development such as training needs assessment, training content, and training evaluation are correlated with performance. Moreover, this research proves that training and development affects employee performance.



Commentary on previous studies:
· Similarities between the current study and previous studies
Previous studies consistently highlight the critical role of training and development in improving employee performance, productivity, and job satisfaction across service-oriented sectors. Like these studies, the current research recognizes that systematic training programs—including needs assessment, program design, delivery methods, and evaluation mechanisms—are essential for enhancing employee skills, motivation, and overall organizational effectiveness. Both prior research and the current study emphasize that continuous investment in employee development enables organizations to maintain a competitive edge, improve service quality, and adapt to rapidly changing business environments. The shared understanding is that training and development positively influence both individual employee outcomes and broader organizational performance indicators.
· Differences between the current study and previous studies
While previous research examined training and development in sectors such as banking, insurance, and telecommunications in regions outside Saudi Arabia, the current study focuses specifically on the telecommunications service sector within Saudi Arabia. This localized focus allows for the consideration of unique cultural, organizational, and regulatory factors, as well as the influence of national initiatives aimed at workforce development. Additionally, earlier studies often analyzed training or development separately or concentrated on general employee outcomes, whereas the current study investigates multiple dimensions of training and development practices collectively, assessing their direct and measurable impact on various aspects of employee performance. This approach provides a more comprehensive understanding of how training and development programs function within a specific organizational and national context.
· Research gap
The research gap addressed by this study stems from the limited empirical evidence regarding the effectiveness of training and development practices in Saudi Arabia’s telecommunications sector. Although prior studies have demonstrated that training programs positively influence employee performance in other countries and industries, there is a lack of context-specific research examining how these practices operate within the unique organizational structures, cultural norms, and policy frameworks of Saudi Arabia. This study fills this gap by providing empirical data on the relationship between comprehensive training and development initiatives and employee performance, offering insights for managers and policymakers seeking to enhance workforce capabilities and organizational competitiveness in the Saudi telecommunications sector.
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The theoretical foundations of this study are grounded in established theories of human resource management, organizational behavior, and performance management that emphasize the strategic role of training and development in enhancing employee performance. These theories provide a conceptual framework for understanding how investments in employee learning translate into improved skills, knowledge, attitudes, and behaviors that ultimately contribute to organizational effectiveness. In the context of the telecommunications service sector in Saudi Arabia, where rapid technological change and service quality are critical success factors, these theoretical perspectives offer valuable insights into the mechanisms through which training and development practices influence employee performance. By integrating multiple theoretical lenses, this study adopts a comprehensive approach that captures both individual-level and organizational-level dynamics.
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· Human Capital Theory
Human Capital Theory serves as one of the primary theoretical foundations of this study. This theory posits that employees’ knowledge, skills, and abilities constitute a form of capital that can be enhanced through deliberate investments such as education, training, and professional development. According to this perspective, organizations that allocate resources to training and development are effectively investing in their workforce, with the expectation of achieving higher productivity, improved performance, and long-term economic returns. In the telecommunications service sector, where technological competencies and specialized skills are essential, training programs play a critical role in upgrading employees’ human capital to meet evolving job demands. This study draws on Human Capital Theory to explain how systematic training and development practices can enhance employee performance by increasing their capability to perform tasks efficiently and effectively (Peers, 2015).
· Resource-Based View of the Firm
The Resource-Based View (RBV) of the firm provides another important theoretical underpinning for this study. RBV argues that organizations achieve sustainable competitive advantage by possessing valuable, rare, inimitable, and non-substitutable resources. Human resources, particularly a skilled and well-trained workforce, are considered one of the most strategic assets that organizations can leverage to differentiate themselves from competitors. In the Saudi telecommunications sector, where companies often operate with similar technologies and infrastructure, employee competencies and service-related skills become key sources of competitive advantage. Training and development practices are therefore essential mechanisms for building and sustaining these unique human resources. This study uses the RBV framework to highlight how effective training and development can strengthen organizational capabilities and enhance employee performance in ways that are difficult for competitors to replicate (Congna, 2025).
· Social Learning Theory
Social Learning Theory also informs the theoretical framework of this study by emphasizing the role of observation, interaction, and experience in the learning process. According to this theory, employees learn not only through formal training sessions but also by observing colleagues, supervisors, and role models within the workplace. Training methods such as coaching, mentoring, on-the-job training, and teamwork facilitate social learning and encourage the transfer of knowledge and skills to actual job performance. In the telecommunications service sector, where collaboration and real-time problem-solving are essential, social learning mechanisms can significantly enhance the effectiveness of training and development initiatives. This study incorporates Social Learning Theory to explain how interactive and experiential training approaches contribute to improved employee performance (Rasure, 2025).
· Goal-Setting and Performance Theory
Goal-Setting Theory and related performance management theories provide further theoretical support for this study. These theories suggest that employee performance improves when individuals have clear, specific, and challenging goals, along with appropriate feedback and support. Training and development programs often serve as platforms for clarifying performance expectations, setting skill development goals, and providing feedback on progress. When employees understand how training objectives align with their job roles and organizational goals, they are more likely to apply newly acquired skills in their work. In the telecommunications service sector, where performance standards are closely tied to service quality and efficiency, goal-oriented training can enhance employee motivation and performance. This study draws on these theories to examine how structured training programs and evaluation mechanisms influence employee performance outcomes (Winterton, 2019).
· Systems Theory
Systems Theory offers an integrative perspective by viewing organizations as interconnected systems composed of interdependent components. From this viewpoint, training and development should not be considered in isolation but as part of a broader human resource system that includes recruitment, performance appraisal, rewards, and organizational culture. Effective training outcomes depend on the alignment of these components and the support provided by the organizational environment. In the Saudi telecommunications sector, successful training and development practices require coordination across departments and alignment with strategic objectives. This study employs Systems Theory to emphasize the importance of integrating training and development with other human resource practices to achieve sustained improvements in employee performance (Oltulular, 2025).
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