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Abstract

This study aimed to explore the impact of Business Intelligence on improving
service quality in government institutions in Al-Jouf region, Saudi Arabia, with a focus
on the role of Organizational Agility as a mediating variable. The dimensions of
Business Intelligence examined included: (Data Warehouses, Data Mining, Online
Analytical Processing). Service quality improvement was divided into (Reliability,
Security, Responsiveness, Tangibility). The study adopted a quantitative (descriptive-
analytical) approach. The study population consisted of (5,742) employees working in
government departments in Al-Jouf region. A simple random sampling method was
applied, and 384 questionnaires were distributed, of which 373 were retrieved and
found valid for statistical analysis. Data were analyzed using SPSS and Smart PLS to
conduct the necessary statistical tests.

The results revealed a statistically significant impact of Bl dimensions (data
warehouses, data mining, and online analytical processing) on improving service
quality dimensions (reliability, security, responsiveness, and tangibility) in government

institutions in Al-Jouf. Furthermore, the findings indicated that organizational



ambidexterity plays a mediating role in the relationship between Bl and service quality
improvement.

The study recommended enhancing investment in data mining systems by
providing advanced software and training employees to use data analysis tools
effectively to maximize the value of stored data and support decision-making. It also
emphasized the need to focus on developing the tangible infrastructure of government
services, including upgrading facilities and technologies used in service delivery to
reflect a high level of professionalism and trust for beneficiaries.
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