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Abstract

This study aims to analyze the impact of operational management efficiency—across
its dimensions (human resource efficiency, operational technology efficiency, and process
flow efficiency)—on the quality of services provided in the airport environment, specifically
at King Khalid International Airport in Riyadh. The study employed a descriptive-analytical
methodology and relied on a stratified random sample of (305) employees from various
operational departments at the airport. Data were analyzed using SPSS software through

descriptive statistics as well as simple and multiple linear regression techniques.

The results revealed that the efficiency of operational management has a statistically
significant impact on service quality. All three dimensions were found to have a significant
effect, with human resource efficiency being the most influential, followed by process flow

efficiency, and then operational technology efficiency.

The study recommended continuous investment in human resource training, regular
updates of operational technology systems, and enhancement of process flow. It also
emphasized the need to develop service quality measurement tools and activate rapid
complaint response mechanisms, all of which contribute to improving the passenger

experience and boosting service efficiency in airport environments.

Keywords: Operational Management, Service Quality, Human Resources, Operational
Technology, Process Flow, King Khalid International Airport, Aviation Sector, Operational

Environment.
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