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Abstract

This study aimed to analyze the impact of digital governance on operational efficiency
and owner satisfaction through the mediating role of after—sales services in property
management companies in the Kingdom of Saudi Arabia, in light of the accelerating
digital transformation in the real estate sector and in line with the objectives of Saudi
Vision 203(0. The study adopted a mixed—methods approach combining quantitative
and qualitative methods. An electronic questionnaire was distributed to a sample of
property owners benefiting from after—sales services, with 120 valid questionnaires
analyzed using SPSS. In addition, semi-structured interviews were conducted with
,several managers in the relevant departments (after—sales services, customer service
,operations, and information technology) and analyzed using thematic analysis
supported by data from the company’s electronic customer-satisfaction measurement

.system

The study found a statistically significant impact of digital governance on operational
efficiency, owner satisfaction, and after—sales services, as well as a significant
impact of after—sales services on operational efficiency and owner satisfaction. The
results showed that after—sales services play an important mediating role in
explaining the relationship between digital governance and both operational
efficiency and owner satisfaction, as the effect of digital governance is enhanced
through the quality of after—sales services. The integration of the quantitative and
qualitative findings demonstrated clear consistency that strengthened the study’s

.credibility

In light of these findings, the study recommended strengthening the adoption of

digital governance practices, developing integrated electronic systems for managing
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,after—sales services, and leveraging data analytics, digital performance indicators
and artificial intelligence to improve service quality and enhance the owner’s
experience, thereby supporting the sustainability of institutional performance and the

.competitiveness of property management companies

Keywords: Digital Governance, Operational Efficiency, Owner Satisfaction, After—

.Sales Services, Property Management Companies, Saudi Arabia
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Y
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Maintenance contract created
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Repeat until final
handover approval
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Cronbach's Alpha

N of Items

C

¢

0.812 4
Item Statistics
N | Std. Deviation Mean
120 76900. 3.7833 A1) g gaadal)
120 81270. 3.8083 Gkl e Alggan Dlal) il 4 paaied
120 85890. 3.7917 b dabie e aels Gulall Jals chlasy)
120 89050. 3.7833 labin ) ilendd) paes gy Gkl

Item—-Total Statistics

Cronbach's Alpha Corrected Item- | Scale Variance if Scale Mean if Item

if Item Deleted Total Correlation | Item Deleted Deleted
737. 695. 4.306 11.38 A1) g gaadal)
777. 603. 4.400 11.36 Gkl e Uggusy Aibpall Sl a8 bt
785. 588. 4.287 11.38 Sl At o Sselad gulal) dals cblazy)
758. 645. 4.020 11.38 lealial i cilassll gaan i Gl

Scale Statistics

Mean Variance Std. Deviation N of Items
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15.17

7.115

2.66700

4

_saall gpanes meaianl] LY ad gpea cjslads (0.812) ysaall #Lig oS Gl oles gls :4kia Dl

Case Processing Summary

diaid (Gad Lz//c..yu_//yuc 4;/ s J

34 als o(0.30) V) )

Sle s Ciialdalsl

Reliability — Ljjally (g ol joaa @l Jalas

N %

Cases Valid 120 100.0
Excluded 0 0.

Total 120 100.0

.a. Listwise deletion based on all variables in the procedure

Reliability Statistics

Cronbach's Alpha

N of Items

0.858 4
Item Statistics
N Std. Deviation Mean
120 89720. 3.7917 el OISl Ladid) g pelly ale e U
120 90500. 3.7667 Fadiall Cilageadll o g sall (e Caniiad
120 80270. 3.6667 Slalinl ol etk (g jal)
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120 93990.

3.8750

Ladiall Lally (g pall a2e 5l b el

Item-Total Statistics

Cronbach's Alpha if | Corrected Item— Scale Variance if | Scale Mean if ltem
Item Deleted | Total Correlation Item Deleted Deleted
833. 672. 5.274 11.31 il OISl Lokl g yally ale e U
807. 733. 5.048 11.33 Fadidl Glageaddl of Limgsall e caniin
829. 682. 5.609 11.43 Slalin) Al dedidl iag jal)
808. 731. 4.915 11.22 Ladiall Wially (agyall a3 83L& e
Scale Statistics
Mean Variance Std. Deviation N of Items
15.10 8.847 2.97400 4

sl ggana maadd LLEY] ad aies Cjglady o(0.858) ssaall #Lig )8 Léf/;daLuC;Lr sdbadlo

ey gsaall Gl pey Las dullad) died (God ] 28) A Sbe (o] Cida T4 aly o(0.30) YY) )

Sle s Ciialdals)

Reliability — alall Layll jsae cild Julas

N %

Cases Valid 120 100.0
Excluded 0 0.

Total 120 100.0

Case Processing Summary

.a. Listwise deletion based on all variables in the procedure
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Reliability Statistics

Cronbach's Alpha N of Items
0.921 8
Item Statistics
N | Std. Deviation Mean

120 89990. 3.7833 Ladiall gl 2y L e o L)y el
120 88780. 3.7917 (Sladgi desiall Slexdll b
120 86580. 3.7000 Bolis IS dallas e AS,40 5,5 b 5
120 91840. 3.7833 Hoiss A0 ilard (o BN 3 aiadls
120 95790. 3.7000 L) g b Sl AT eal
120 90190. 3.9000 DL clalial fg 45,40 of (gl
120 86960. 3.7583 Aaas eDlaad) laad A4 Cuatiad
120 90280. 3.7417 Ladial) lasal) (sginn e gl Ul cple IS

Item—-Total Statistics

Cronbach's Alpha if | Corrected ltem- | Scale Variance if Scale Mean if ltem
Item Deleted | Total Correlation | Item Deleted Deleted
913. 701. 26.119 26.38 Ladiall gl 2y Lo lend oo Ll el
906. 785. 25.545 26.37 g Lasiall ilexdl)
914. 683. 26.536 26.46 3oL, S Aalla o 5,0 5,5 3 o
908. 761. 25.480 26.37 Stiss 3680 Slard (pe Baliia) 3 el
908. 758. 25.175 26.46 Ll garde b Sl uAY) eaf
908. 756. 25.655 26.26 DUl cilalialy g3 4580 of )
911. 718. 26.225 26.40 Ay eDlaad) laadl A$Ha] Cuatid
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912. 710. 26.027 26.42 Ladial) lasal) (e oo gl Ul cple IS
Scale Statistics
Mean Variance Std. Deviation N of Items
30.16 33.378 5.77700 8

_saddl gsenas maanll LLGY) ad gaen Cjglads of0.921) spaall 7 Lig S Gl Joles fls 24liadlo

Aiasd (§gd Ld/é_y A Sle s Cida 35 aly o(0. 30) YN

Sle s Ciialdalsl

Reliability — au) a0 Loy dluall cledd jsae il Julas

N %

Cases Valid 120 100.0
Excluded 0 0.

Total 120 100.0

Reliability Stati

stics

Case Processing Summary

.a. Listwise deletion based on all variables in the procedure

Cronbach's Alpha

N of Items

0.950

12

Item Statistics

Std. Deviation | Mean
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120 93390. 3.7917 e g A Dilcal) L] A Cyatied
120 97840. 3.7250 5elay Ao pons le Dl e Jalal 2
120 86580. 3.7000 loaal) 2em) 5anaall aucally A5l o3
120 99150. 3.7417 O aliee 3 5L Jof e cOICA Ja
120 92750. 3.7833 i ol Aileall st s25n
120 89780. 3.7250 Adl il Glesdll haw o
120 90740. 3.7583 Gakill e Ailual) @ildh as Jgay
120 92490. 3.7917 g bl dlls Anfie JiCa
120 85470. 3.7750 Ay dawaly Lexdl) calla el
120 93450. 3.7250 il Clasiee 234 e 3Ga0 e
120 88620. 3.7333 Slaall 2 (338 e Jalsill S
120 87540. 3.8000 iens peals JSa il e 3l o

Item-Total Statistics

Cronbach's Alpha if

Corrected Item—

Scale Variance if

Scale Mean if Item

Item Deleted |  Total Correlation | Item Deleted Deleted
945. 775. 65.386 41.26 o @By DA Dbl bl 3,4 Cuaies
945. 800. 64.440 41.32 ey Aoy SE pe Jaledl) s
946. 747. 66.650 41.35 o) il saasall delgalls 3,50 o5l
945. 796. 64.316 41.31 ¥ aine 3 55 gl e DS s s
946. 760. 65.676 41.27 (g b laal) ilesd 335
947. 720. 66.608 41.32 A paly cladal) 2w 2y
946. 758. 65.973 41.29 Gaball e &ibuall ildh 4 Jgan
947. 734. 66.076 41.26 Usgans llal) Alls daslia JiCa
947. 715. 67.209 41.28 Alasarg daaly Laadll (il Cilg)al
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945. 798. 65.062 41.32 Sl lasie 234 e 350 el
947. 733. 66.571 41.32 laall et 318 pe Jealsil) Jgons
944. 807. 65.735 41.25 ins gmaly IS Shludinl e )l w
Scale Statistics
Mean Variance Std. Deviation N of Items
45.05 77.964 8.83000 12

_saddl gsenas maanl] LLGY) ad gaea Cjglads of0.950) ssaall 7 Lig S Gl Joles gl 24liadlo

Case Processing Summary

digd God W 2d) ) e (5] Cida 35 aly «(0.30) 0¥ 2a)

Sl s Ciialdals)

Reliability — (5,s 28) Js 518 cild

N %
Cases Valid 120 100.0
Excluded 0 0.
Total 120 100.0
Reliability Statistics
Cronbach's Alpha N of Items

0.971

28

Scale Statistics
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Mean Variance Std. Deviation N of Items

105.48 353.176 18.79300 28

s adise Sl udge st (0.971) UK 53U # Liig oS 6l Lolew L

Ll jglaal bl cdlalea Gadls Jgaa

Cronbach’'s Alpha Ghlaad) 2ac
0.812 4 Gkl clead
0.858 4 Lhally g yall
0.921 8 alall Leajll
0.950 12 ) 2 Loy Dbuall clens
0.971 28 (Bbs 28) Jss Loy

il 525 ¢(0.971) USS 85 cialiy ((0.950) 5 (0-812) g slaall 3 luig ) Wll il Calae g

Ardiye il Ay ah)dl slal A ) iy Las czsaasy (0.70) Jssall 331 aal) G5l

(pUail) &lity) daddl) clull ) aldi &fydiza dagl 1(3) Galall

Fadll) paine — Aail) cilulhs )Y Al cpdija dag!

asina (aldl)l daadl) Gl §yla) alat e Ayl (Dashboard) cilyisall dagl galall 18 Gaye
Oe 85l DA dead il (2,768) a1l (SRsExport) cbilhall cdlawd Jad joaat e 2l iyl
0S5 ) Auahall oS Cilad) pe s Giia Wilase Bacas cililal) oda iy 12026 s ) 2025 s
L (s Wilad] Laaily Lillag Lgelsily bl aas s (e al) ans Lo leadd o)) Juiil) s
B e pdse IS dualt o3 ALalS dagll (mje b Ly - Gpsdiesdl)
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157 oo diluall 33 — S} dlaje .6

Jaand) dugt 1 AgY) dds yal)

Customer Onboarding Phase

—

App Login Collecting IDs Handover
(Oversee handover, manage inquiries, (Send customer a secure link (Initiate the unit
schedule site visits & handover appointments) through the system) handover process)

Jsaa ity lag lly (Customer Onboarding) Jues)) (b dls e Jabaddll 138 s
Q\.\\:u f——n e'.'\:\ S REX) e‘)h‘)!\ Q\;bal 3\.2_1134) .A:\cb,d\ )AA} Qb\.mﬁlw‘)[\ b‘d‘g L;:\.\.L.ﬂ\ ‘_Al d..g.aaj\
A ye a5 bl JLaS) dieg L alail) e allu) &5 el Jady DA (e daglaall Liggll Cilatioasg

ijww)& UL"‘A e)\_u.u\ﬁ\ u\cﬁ\ Jad;‘sl\e.ﬂm
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Customer Invitation
(Login via Mobile / Emall / WhatsApp)

SN

Customer Care Agent:
login info & access check

Browse Services

Y
Services
4
Book Handover or Unit Visit M
(upon management request) car Al
Inquiries Appointment Slots Available
Project Progress Payments Handover Dates Confirm Booking

T

Assign to After Sales

S s 2l o dlsall jue AUl ) Jsdall Bees D) aa dreall sy Laladall miag
Aaliall Cleaal) (alyiv) dreall (Say (Jguasll Gladla o @Gaaally Jsaall daad a0 . Ll
Jranll daiall s LeS . (5l paaig ¢ada¥) ol Bansll ) duelgn an chludind) Jads Al
S dnlie ) dalal Jls Ay el aelse ddjaag cileshaal o g Yy gy sdall a2k daibia
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Unit Document
(Manage unit-related documents)

'

Document Type

Provided by management Required from customer

Management requires
documents from the customer

Management uploads:
Warranties, Contracts,
Unit-related documents

Notification &
secure upload link sent

I

Customer uploads
the required document

I

After Sales reviews, verifies &
uploads to the unit records

unit documents

(Customer views

ol sl 5 Lginalyes daeall (e lediud 51 5))3Y) (e Lgady e sasgll Clatias 5l
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Development enters ready units
(readiness schedule)

l

Assign responsible
(contractor / engineer)

l

Select handover form
(type & template)

l

Organize delivery schedule,

capacity & emergency cases

l

After Sales sends booking link

'

Customer books a suitable slot

l

Confirm appointment
& send notifications
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Handover Phase

i

Inspection Type

l

Initial Inspection Final Handover Final Handover
With Remarks With Open Remarks Without Remarks
Maintenance requests created Inspection requests remain Unit handed over
from the inspection report active via the handover report to the customer
Custnoer‘\;mueirn;raé:;sioﬁfastc%segr:]cl)ezd|t),- Maintenance contract created Customer transferred
after vr\:orks completed (remarks outside contract scope) to Resident Phase

l

Repeat until final
handover approval
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Resident Phase

l

Process Type

Matory \j:ionm
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