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Abstract

This study aimed to examine the impact of Central Operations Centers within the Zakat, Tax
and Customs Authority (ZATCA) in the Kingdom of Saudi Arabia on improving customs
procedures efficiency and customs service quality. It specifically investigated how the
organizational and technological dimensions of these centers (real-time monitoring,
technological integration, centralized administrative coordination, and the standardization of
policies and procedures) contribute to enhancing operational performance and the overall
beneficiary experience. The study adopted a descriptive—analytical approach and employed a
structured questionnaire administered to a random sample of ¢+ employees working across
various customs ports and administrative units. Data were analyzed using both descriptive and
inferential statistical techniques, including correlation and multiple regression analyses. The
findings indicated a high level of implementation of central operations centers, alongside
elevated levels of procedural efficiency and service quality. Moreover, statistically significant
effects were found for central operations centers on both dependent variables, with centralized
administrative coordination emerging as the most influential dimension. The results also
revealed a strong positive correlation between customs procedures efficiency and service
quality. Based on these findings, the study recommended strengthening centralized
coordination mechanisms, enhancing digital integration, sustaining the standardization of
procedures, linking operational efficiency indicators with service quality measures within an
integrated performance system, and investing in training and empowering human resources to
ensure sustainable institutional improvement.

Keywords: Central Operations Centers; Customs Procedures Efficiency; Customs Service
Quality; Technological Integration; Administrative Coordination.
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