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Questionnaire

Dear Participant,
Greetings,

I would like to inform you that I am a student at Midocean University — College
of Management, specializing in a Master's degree in Project Management.l am
currently conducting a research study titled: «The Impact of Al Agents
Governance on Automating Voice of Customer Data to Enhance Institutional
Performance in Improving Beneficiary Experience: An Empirical Study on
Government and Semi-Government Entities in Saudi Arabia». This research
aims to study the impact of utilizing and governing Al agents in analyzing
beneficiaries' data to enhance operational efficiency and support decision-

making.

Therefore, 1 kindly request your participation in this survey to share your

insights in accordance with the actual practices within your esteemed
organization. Please be assured that all provided data will be treated with the
utmost confidentiality and will be used exclusively for scientific research

purposes.

I highly appreciate your cooperation and your valuable time.




(Demographic Data) 4 & saall clibud) 13 6Y) acdl

<Al A1 E gandll jaiall
Options Demographi Variable

Male S3[]

‘ Gender ol 1
Female /[ ]
25 to less than 35 years 4 35 (e il ) 25 ([ ]
35 to less than 45 years 4w 45 (0 Bl ) 35 ([ ]
45 to 55 years 4u 55 N 45 [ ]
Over 55 years 4 55 ¢« JiSi[ ]

Diploma ast[]

Bachelor's Degree ¢+ S[ ] Ll s el 3

Master's Degree sivale [ ] Educational Level

PhD o155 [ ]
Less than 5 years &l sis 5 (e i [ ]

5 to less than 10 years <l sis 10 oo Jl N 5 e [ ] s il g sie 4

10 to 15 years 4w 15 I 10 oo [ ] Years of Experience

More than 15 years 4 15 ¢« S [ ]

IT and Digital <80 J sl 5 e slaall 4@ [ ]
Transformation

Customer Experince / Care sSaally 4lall / vl 45 525 [ ] Sab ol Jaall 5
Occupational Field
Top Management and Leadership saLall s Liall 5 )10y [ ]

Top Management and Leadership s2tall 5 Llell 5 )l2Y1 [ ]

Government Sector .« Ss gUai [ ] Work Jesll 114 6

Semi-Government Sector < sSs 4w gUad [ ] Sector




(Questionnaire Topics) oksia¥) ) slas ;AU acdll

Assessing the Level of ) (stka¥) s3I £3IS g1 43 jaall (5 giowa anili 1Jg¥) ) gaal)
(Knowledge about Al Agents

What is your level of knowledge regarding the concept of AI Agents?

laa e Very High
sl High

L sie Moderate
ama Low

2> 2 ¥ None

?1s there an actual use of Al Agents in your organization

~Yes o
; YNo o
ael ¥ Tdon’tknow o

(.9hla) e ST LT (Sa) Tlealadind dada Lo ¢Gibadl Jlsadl o ((and) 2 AaY ) Jla
If the answer to the previous question is (Yes), what is the nature of their use? (You can
choose more than one answer)

Beneficiary Service Cpddicall deas
Data Analysis bl Jalas

Process Automation <le! jaY) daal
Decision Support BB N psa
Other LE)A\




(Digital and Institutional Maturity) (w3l s <8 1) gaill ;g ;S gaall

&)Ll

£ onl it o 381 gl
a;:e d%: Y il Y s ‘;’3 &i Statements
D_rong y Disagree Neutral Strongly

isagree Agree

Ay g 4 80
8l dpdd ) dias
S ikt sl
Bl ety
) liaal)
Our organization
has a ready
digital
infrastructure to
adopt artificial
intelligence
applications and
process
automation.

& (sab sall elliay
= ol Aadaiall
LS <l el
<Al & Jalaill
Employees in
the organization
possess
adequate
awareness and
skills to interact
with artificial
intelligence.

& Ulall 5 lay) sl
szl daba Liiga
S ¢S @qﬁ
Ao sl il
Top
management in
our organization
has clear plans
to integrate Al
Agents into
institutional
operations.




dada 3dgl Y
Strongly
Disagree

a8 9 Y
Disagree

Alaa
Neutral

a8 f
ady
Strongly
Agree

&)Ll
Statements

Uiga sl aa 55
Loyl pua s llaus
et g AaS sal Bading
£SA) DS 5 aladia)
Our organization
has approved
policies and
controls to
govern and
regulate the use
.of Al Agents

POR: O oSadl (e
il g Jayl guzal)
Qs 3 & <l
idas yal) sl
LS £S5 alasinly
RSB

It is possible
that written
controls and
policies
contribute to
reducing risks
associated with
the use of Al
Agents.

Gluliw aldie ) aa bl
) O saY) maas
e 48y bl g sasall
TSP L PIREF
Adopting clear
governance
policies will
contribute to
accurately
defining roles
and
responsibilities
when using Al
Agents.
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S5 AaS sl (S
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Allsal)
The governance Gov1.7
of Al Agents can
increase the
accuracy and
reliability of the
analyzed data.

(Voice of the Customer Automation) siall & gua 4351 ) gaa 1 EIEY | gaal)

Lo e [efls |l v ]

‘5..5_‘\1\! ulaa 5ady bl o &) yladl
o 3 of 0 By 38 g

38 o)
Strongly Di‘-:aJ riee Neutral Strongly Statements
Disagree g Agree

oae Uiiga ol
33 sal Al g
Lae cclilnl) Cayuai
Lgindlae Jgusy 38
SSAl DS g Aol g
.chLAY\
Our organization
applies clear VoC2.1
standards for
data quality and
classification,
which would
facilitate its
processing by Al
Agents.
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Strongly
Agree

&) ylad
Statements

Aaal) (3 k) aa3
e Ld\; Aaadioall
Jidas e 1,8
i) cile L)
1 ylas 48 g de o
adall bl anal
Currently used
traditional
methods limit
our ability to
analyze
beneficiaries'
feedback quickly
and accurately
due to the
massive volume
of data.

iy iy (S
Of ") ¢ "
o SEN Cavald o
J Gls il
e el s
Gl o8 Calidg
. Sl gl
Automating
"Voice of
Customer™
(VoC) data can
allow for the
instant and
comprehensive
classification of
complaints and
suggestions
from various
communication
channels.

VoC2.3
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Strongly
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Disagree

Al
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Strongly
Agree
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Statements

alasiul agun of (Sa
LKAl DS
Taagall Jaall plea
o slhall agall Juls
G pa" Gl Juladl
Uaaiul 5 "l
Leie g3l
The use of Al
agents
contributes to
facilitating daily
work tasks and
reducing the
effort required to
analyze 'Voice
of the Customer
data and extract
insights.

S Jilal) aaloy 8
G g il
a ) (A "yl
Llaal) ol gadl)
C'.}\JJL.\A uadaiul g
Intelligent
analysis of
"Voice of
Customer"
(VoC) data
could contribute
to identifying
operational gaps
and extracting
concrete
improvement
initiatives.
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By 51 of H Pady 389 Statements
Strongly &Y Neutral Strongly

. Disagree
Disagree Agree

alasiul aaluy of Koy
LKAl DS
Opnd A e lilhaY)
The use of Al
Agents can
contribute to
enhancing the
beneficiary
experience.

Operational Efficiency and Decision ) Ji_all 330 a2 4Ladal) sUsl) (&l ) saal)

(Support

&) ylad

3800 Y D
djm ailsl Y Llaa sady 3219 Statements
Strongly

Ig_trongly Disagree Neutral Agree
isagree

aabus Of (Sadll 4
£1SA) DS 5 aladia)
s ‘5 ‘;cl.ﬂ:uaw
Ul dallee dalae
bl s
Ae sl A la i)
It is possible that
the use of Al
Agents
contributes to
accelerating data
processing and
completing daily
operational
transactions.
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Strongly
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‘_'55133 ¥
Disagree

Alaa
Neutral

dady (38 i
Strongly
Agree

&) yladl
Statements

alasiul aeluy of Sa
LKAl NS
il A elilaaY)
L AL el cUady)
Lebdad s i) Al
Using Al Agents
can help reduce
human errors
during data
processing and
analysis.

RENI R TR
2SN £DIS 5l oS adl)
Jalag ‘5 A;cl."\lmcﬁl\

oRds G bl

dedl Jilii  Cadlsall
The governed
use of Al Agents
in data analysis
could lead to
lowering costs
and reducing
operational
waste.

i o oSl (e
<Al c%j rﬁ\.\i:\.m\
4 ¢ 3ale) GcUJamY\
PREERPEPN
Oe Y Dol i olga
Al JlaeY)
AP
The use of Al
Agents may
enable the
reallocation of
human resources
towards strategic
tasks rather than
routine
operational work.
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Strongly
Agree

o e agud () (Sa
il SA Jylal)
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The outputs of

intelligent

beneficiary data
analysis can
empower
leadership in
effective
decision-making.

@l a8l e s o Say
ASAN) ¢S gl Ay il
Lylid) elibaY)

Cilallad Al Bl

il
The predictive
capabilities of Al
Agents can
support proactive
planning to meet
beneficiaries'
expectations.

(Additional Comments and Suggestions)4ilay) cla jall g ciliadal)

iy 4l 8 oelilaal) olSA oS 5 aladial vie oliga 4a) g 28 3l Cld gl gf claall j i e @
o ) 1 il g

What are the main challenges or obstacles your organization may face when using Al Agents to automate "Voice of

Customer” (VoC) data?

1Y) 36 liS ad ) 5 dafinall 4 jad a8 oelilaal) olSA) DS 5 o 5ELY) el il yiie AL @
¢ s 3all
(a3l

What are your suggestions to enhance the use of Al Agents in improving the beneficiary experience and raising

institutional performance efficiency?




Abstract

This study aimed to investigate and measure the impact of artificial intelligence agents'
governance in automating "Voice of the Beneficiary" data to enhance institutional
performance efficiency and improve the beneficiary experience in government and semi-
government entities in the Kingdom of Saudi Arabia. To achieve the study's objectives, a
mixed-methods approach (quantitative and qualitative) was adopted. Quantitative data was
collected through an electronic questionnaire distributed to a sample of (105) leaders and
specialists, and analyzed using the Statistical Package for the Social Sciences. Qualitative
data was collected by conducting (12) in-depth interviews with experts and decision-
makers, and analyzed using the "Inductive Thematic Analysis" methodology.

The study concluded with a set of key findings, most notably the existence of a statistically
significant positive impact of the effectiveness of Al agents' governance frameworks and
the level of institutional maturity in enhancing performance efficiency and improving the
beneficiary experience, as these variables combined explained (66.6%) of the variance in
performance efficiency.

The results confirmed that the governed reliance on Al agents directly contributes to
reducing operational costs, minimizing human errors, and accelerating the pace of decision-
making, which shifts organizations from the crisis management stage to strategic foresight.

The results also revealed the existence of variance and organizational challenges
represented by the gap between innovative flexibility and compliance requirements,
alongside the fear of risks associated with "technical hallucination" and the ambiguity of
responsibility.

In light of these results, the study recommended a set of procedural steps, most importantly:
applying the regulatory impact analysis methodology before the actual launch of smart
models, and adopting the "Governance by Design" concept. The recommendations also
emphasized the necessity of institutionalizing human intervention through clear escalation
protocols to address complex societal contexts, and working on restructuring tasks and

qualifying human resources to ensure effective integration with emerging technologies.

Keywords: Artificial Intelligence Governance, Al Agents, Voice of the Beneficiary
Automation, Institutional Performance Efficiency, Beneficiary Experience.
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