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Abstract: The objective of this research was to examine the influence of decision support 
system (DSS) success on the operational sustainability of the service industry in Saudi 
Arabia. Additionally, the study investigated the moderating effect of supply chain 
resilience on this relationship. Data were collected via a self-administered survey from 
320 employees in the Saudi Arabian service sector, utilizing a convenience sampling 
technique. The research adopted a cross-sectional design and a deductive quantitative 
approach. Data were analysed using SPSS and SmartPLS-4. The regression analysis 
revealed that both operational information systems and operational system quality have 
a positive and significant impact on net benefits, mediated by product quality and 
decision support satisfaction. Operational service quality demonstrated a significant 
positive impact on net benefits through the mediation of product quality but had an 
insignificant impact when mediated by decision support satisfaction. Furthermore, 
product quality exhibited a positive and significant impact on decision support 
satisfaction. Net benefits were also found to have a positive and significant impact on 
operational sustainability. Supply chain resilience was identified as a significant 
moderator between net benefits and operational sustainability. This study, through its 
mediated-moderated model, contributes to the existing body of literature and opens new 
avenues for future research. It also provides practical insights for service industry 
practitioners aiming to enhance sustainability in Saudi Arabia and beyond. 
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1. Introduction  

In the current dynamic economy, the service industry plays a crucial role in 
enhancing economic growth and meeting customer needs (Mariani & Borghi, 2023). 
The service sector encompasses a diverse range of businesses, making the 
sustainability of operations within this industry essential. Ensuring sustainable 
operations not only boosts organizational competitiveness but also enhances long-
term economic, environmental, and social benefits (Lizarelli et al., 2023). Sustainable 
operations in the service sector involve balancing economic efficiency with 
environmental responsibility and social equity, thereby contributing to societal 
wellbeing and the prosperity of future generations (Obeidat et al., 2023). Given this 
significance, research in this area is imperative. Several factors influence the 
sustainability of service operations, with decision support system (DSS) success 
factors such as information quality, system quality, and service quality being 
particularly impactful (Tint, 2023). Studies suggest that these factors are more 
effective when mediated by other variables (Tint, 2023; Utomo et al., 2023). Thus, it 
can be argued that achieving various benefits enhances organizational sustainability 
(Alshibly, 2015). Furthermore, new organizational benefits are attainable only when 
companies maintain robust supply chain resilience (Wong et al., 2020).  

Previous studies have increasingly emphasized the importance of sustainability, 
validating theoretical frameworks and providing various context-specific insights 
important for understanding endogenous factors (Agung, 2020; Nyinawimfura, 2013). 
However, these studies have given little attention to the practical aspects of 
sustainability. Moreover, empirical research on operational sustainability within the 
service industry, particularly in the context of Saudi Arabia, remains limited. This 
scarcity of research hampers the development of evidence-based strategies to 
enhance sustainability in Saudi Arabian service operations due to the limited 
applicability of findings. This gap highlights the necessity for empirical studies focused 
on the Saudi Arabian service sector. Additionally, previous research has produced 
inconsistent findings regarding the direct effects of factors such as operational 
information quality, system quality, service quality, and product quality on 
operational sustainability, further emphasizing the need for empirical investigation in 
this domain (Alshibly, 2015; Jo & Park, 2023; Tint, 2023; Yang et al., 2023). 
Furthermore, much of the existing research has been conducted in contexts outside of 
Saudi Arabia, overlooking the unique characteristics of the Saudi service industry. 

Moreover, various operational factors not only directly impact sustainability but 
also interact with other effects, reinforcing an interconnected approach that enhances 
sustainability while fostering agility and adaptability in response to dynamic 
environmental and market conditions. Despite this, little attention has been paid to 
the mediating effects of variables such as decision support satisfaction on the 
relationship between operational quality and net profits in the Saudi Arabian service 
industry. Understanding these mediation effects is essential for uncovering the 
underlying mechanisms through which operational quality influences sustainability 
(Ifedi et al., 2024; Judijanto et al., 2023). Several studies have argued that the impacts 
of information quality, service quality, and system quality on sustainability could be 
further explored through other mediating variables (Ifedi et al., 2024; Mujianto et al., 
2023). Therefore, this research focuses on the mediating effects of product quality and 
decision support systems to enhance sustainability. As previously discussed, prior 
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studies have reported mixed findings. Limited exploration has been conducted on the 
moderating effect, particularly in the context of supply chain resilience, on the 
relationship between net benefits and operational sustainability in the Saudi Arabian 
service industry. Given the increasing complexity and volatility of supply chains, 
understanding how resilience moderates this relationship is crucial for enhancing an 
organization's long-term sustainability (Manurung et al., 2023; Munim et al., 2023). 
This research addresses these gaps in the existing literature by empirically 
investigating the impact of various decision support system successes on the 
operational sustainability of the service sector in Saudi Arabia. The study also 
examines the moderating influence of supply chain resilience on the relationship 
between net benefits and operational sustainability in the Saudi Arabian service 
industry.  

This research, with its specific objectives, bridges gaps in the extant literature by 
empirically testing the effects of decision support system success factors on 
operational sustainability within Saudi Arabia's service sector. By elucidating these 
associations, the study offers valuable insights for organizations aiming to enhance 
their sustainability initiatives. Furthermore, the investigation into the moderating 
effect of supply chain resilience provides a new understanding of how organizational 
resilience interacts with decision support systems to shape sustainability outcomes. 
These findings not only enrich the academic field but also offer actionable guidance 
for practitioners seeking to optimize their operational practices in a rapidly evolving 
business environment. 

Ultimately, this research represents an important step towards enhancing 
sustainable development and resilience within Saudi Arabia's service industry. 
Additionally, it provides practical insights for service industry practitioners aiming to 
improve sustainability both within Saudi Arabia and beyond. The study is organized 
into four chapters: the literature review, which covers both theoretical and empirical 
perspectives; the research methods, which detail the research design and data 
collection procedures; the data analysis, which includes both descriptive and 
inferential perspectives; and the discussion section, which interprets the study results 
and supports them with relevant studies.  

2. Literature Review and Hypothesis Development  

2.1 Theoretical Framework Development  

The success of DSS often relies on the information system success models proposed 
by (DeLone & McLean, 1992, 2003). These models highlight the importance of 
information system quality, which includes both system quality and information 
quality (DeLone & McLean, 1992, 2003). User satisfaction, a key indicator of IS success, 
is influenced by both system and information quality, emphasizing the role of user 
involvement in achieving positive outcomes(DeLone & McLean, 1992). Previous 
research acknowledged user satisfaction as a measure of information success, but its 
definition became clearer with DeLone and McLean's distinction between information 
and system quality in 1992. This study shifts the focus from user satisfaction to 
decision support satisfaction, reflecting the system's effectiveness in aiding decision-
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making processes (DeLone & McLean, 2003). Understanding the relationship between 
these variables and decision support satisfaction provides insights that align with 
prior research on predicting user acceptance and usage behaviour (Venkatesh et al., 
2003). 

The updated information success model of 2003 introduces the concept of net 
benefits, which replaces individual and organizational impacts. Net benefits 
encompass the tangible advantages users gain from decision support satisfaction, 
including both individual and organizational impacts. The definition of net benefits 
must be contextualized within the specific system and the perspective of those 
evaluating its impact, as this significantly affects what constitutes IS success (DeLone 
& McLean, 2003). Based on this discussion, the researcher has formulated the 
conceptual framework shown in Figure 1. 

 
Figure 1: Conceptual Framework 

2.2. Research Hypothesis  

The quality of information within operations management systems is crucial for 
effective decision-making and performance improvement (Pramudito et al., 2023). 
High-quality information provides better insights into processes, thereby enhancing 
product quality (Rashid & Rasheed, 2024). Product quality is a key determinant of 
customer satisfaction and loyalty (Afful-Dadzie et al., 2023). High-quality products are 
more likely to meet customer expectations and generate positive word-of-mouth, 
leading to increased sales and profits (Wowling et al., 2024). Empirical evidence 
suggests a significant association between information quality and quality 
management (Gunawan, 2022). Another study found that organizations focusing on 
improving their information quality can enhance product quality, leading to increased 
net benefits and organizational sustainability (Gunawan, 2022). Based on this 
discussion, the study has formulated the following research hypotheses,  

H1: Operations information quality has significant influence on net profits through 
product quality. 
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Furthermore, system quality refers to the efficiency, reliability, and effectiveness 
of an organization's systems and processes. High-quality systems are characterized by 
streamlined processes and increased flexibility (Knauer et al., 2020). These systems 
play a crucial role in ensuring consistency and standardization in production, which 
are essential for maintaining product quality (Knauer et al., 2020).  Product quality is 
a fundamental aspect of competitive advantage for organizations (Alzoubi et al., 2022). 
Organizations that prioritize product quality often achieve higher levels of customer 
loyalty and market share. By improving operational system quality, organizations can 
enhance their ability to deliver high-quality products consistently, leading to 
increased customer satisfaction (Mahsyar & Surapati, 2020) and, consequently, higher 
net profits. Therefore, the study has formulated the following research hypotheses, 

H2: Operations system quality has significant influence on net profits through product 
quality.  

Furthermore, operations service quality denotes the standard of service rendered 
throughout the operational process, encompassing pre-sale, during sale, and post-sale 
interactions. It includes attributes such as responsiveness, reliability, assurance, 
empathy, and tangibles (Nguyen et al., 2020). Exceptional service quality in operations 
can lead to heightened customer satisfaction and favourable word-of-mouth (Berry et 
al., 2002).  Product quality is pivotal in shaping customer satisfaction and loyalty 
(Gogoi, 2020). Favourable experiences with high-quality products often result in 
repeat purchases and positive referrals, thereby boosting sales and profitability 
(Guajardo et al., 2016). Considering these insights collectively, it can be posited that 
operations service quality influences customer perceptions of product quality, 
subsequently impacting net profits. Therefore, the following hypothesis is formulated, 

H3: Operations service quality has significant influence on net profits through product 
quality. 

Operations information quality is also crucial for satisfaction (Amin & Chandra, 
2022). High-quality information empowers managers to make well-informed 
decisions, consequently enhancing satisfaction (Lin et al., 2023). Information systems 
serve a critical function in gathering, processing, and disseminating information 
across diverse functional areas (Lin et al., 2023).  Moreover, decision support systems 
assist managers in analysing intricate data and making strategic decisions (Garcia et 
al., 2024). Satisfaction with decision support systems is influenced by factors such as 
system usability and perceived usefulness (Garcia et al., 2024). When decision-makers 
perceive the information provided by operations systems as accurate, relevant, and 
timely, they are more likely to be satisfied with the decision support process (Garcia 
et al., 2024). Therefore, the study has formulated the following research hypothesis, 

H4: Operations information quality has significant influence on net profits through 
decision support satisfaction. 

Moreover, system quality encompasses the effectiveness, reliability, and flexibility 
of systems and processes within an organization (Luu Thi Thuy et al., 2024). Enhanced 
quality of operations systems within the organization streamlines processes, reduces 
errors, and contributes to the firm’s sustainability (Ayinaddis et al., 2023).  
Additionally, decision support systems aid managers in data analysis and informed 
decision-making (Setiadi et al., 2023). Satisfaction with decision support systems is 
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influenced by factors such as system usability, information quality, and perceived 
usefulness (Anand et al., 2023). When operations systems exhibit high quality, 
decision support systems are more likely to furnish relevant and reliable information, 
thereby fostering greater satisfaction among decision-makers (Prasetyo et al., 2023). 

Drawing upon previous studies, it can be argued that higher quality operations 
systems lead to increased decision support satisfaction, which subsequently has a 
positive impact on net profits. Therefore, the study formulates the following research 
hypothesis,  

H5: Operations system quality has significant influence on net profits through decision 
support satisfaction.  

On the contrary, operations service quality pertains to the service provider's 
performance levels throughout the operational process, encompassing pre-sale, 
during sale, and post-sale interactions (Venkatakrishnan et al., 2023). High-quality 
operations service incorporates attributes such as responsiveness, reliability, 
assurance, empathy, and tangibles (Aripin et al., 2023). Exceptional service quality in 
operations contributes to heightened customer satisfaction, loyalty, and positive 
word-of-mouth, which in turn can enhance decision support satisfaction as customers 
perceive the service quality provided by operations as reflective of the organization's 
overall competency. Decision support systems aid managers in analysing data and 
making informed decisions (Ilham et al., 2023). Satisfaction with decision support 
systems is influenced by factors such as system usability, information quality, and 
perceived usefulness (Ilham et al., 2023). These previous studies underscore that 
higher operations service quality could lead to greater decision support satisfaction, 
which subsequently positively impacts net profits. Therefore, the following research 
hypothesis is formulated,  

H6: Operations service quality has significant influence on net profits through decision 
support satisfaction. 

Moreover, product quality emerges as a pivotal factor in consumer decision-
making and satisfaction (Rajasa et al., 2023). High-quality products meet or surpass 
customer expectations in terms of performance, reliability, and aesthetics (Cahaya et 
al., 2023). Favourable experiences with high-quality products can result in repeat 
purchases, positive word-of-mouth, and heightened customer loyalty (Cahaya et al., 
2023). Furthermore, product quality shapes the perceived value of a product, 
influencing customer satisfaction and purchase intentions (Munawaroh & Simon, 
2023). 

Additionally, decision support systems aid managers in data analysis and informed 
decision-making (Shim et al., 2002). Satisfaction with decision support systems is 
influenced by factors such as system usability, information quality, and perceived 
usefulness (Arif et al., 2023). When decision-makers perceive the products offered by 
the organization as high quality, it can positively impact their satisfaction with 
decision support systems, as they may have greater confidence in the data and insights 
provided by these systems (Arif et al., 2023). Drawing upon previous studies, the 
following research hypotheses are formulated, 

H7: Product quality has significant impact on decisions support satisfaction. 
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The concept of net benefits, often associated with financial gains or returns, plays 
a pivotal role in determining organizational sustainability (Ekins & Zenghelis, 2021). 
Organizations that attain higher net benefits are better positioned to allocate 
resources towards sustainable practices (Manchaiah et al., 2021). Net benefits 
encompass both monetary gains and non-financial advantages such as enhanced 
reputation and stakeholder satisfaction, all of which contribute to sustainability. The 
attainment of net benefits empowers organizations to invest in sustainable initiatives.  

In another study, it is also posited that net benefits can enhance the sustainability 
of organizations (Muñoz et al., 2023). This assertion is further corroborated by 
relevant research indicating a positive and significant association between net 
benefits and sustainability. Therefore, the study formulates the following research 
hypothesis,  

H8: Net benefits has significant impact on operations sustainability. 

Supply chain resilience is akin to a fortress fortifying against disruptions, ensuring 
the smooth flow of operations despite challenges (Negri et al., 2021). Picture a web of 
interconnected nodes, each bolstered with flexibility, redundancy, collaboration, and 
adept risk management practices, forming the backbone of resilient supply chains 
(Negri et al., 2021). These chains possess the elasticity to bend with the winds of 
change, the foresight to anticipate threats, and the resilience to bounce back from 
setbacks. Consider how net benefits act as a nourishing stream, replenishing the 
reservoirs of organizational sustainability (Sabouhi et al., 2021). Sustainable 
operations, akin to a well-tended garden, nurture environmental stewardship, 
optimize resource usage, and cultivate fruitful relationships with stakeholders 
(Zavala-Alcívar et al., 2020). When net benefits flow abundantly, organizations can 
invest in fortifying their supply chains, reinforcing their resilience against the 
tempests of uncertainty (Tarigan et al., 2021). Drawing from the tapestry of previous 
studies, it is evident that supply chain resilience assumes the role of a vigilant 
guardian, moderating the impacts of disruptions and uncertainties (Tarigan et al., 
2021). Therefore, the study propounds the following research hypothesis,  

H9: Supply chain resilience has significant moderating effect between net benefits and 
operations sustainability. 

2.3. Research Design 

The research aimed to examine the influence of decision support system success 
on the sustainability of the service industry in Saudi Arabia, with an additional 
investigation into the moderating role of supply chain resilience. A deductive 
quantitative approach was chosen over qualitative methods due to its statistical 
capacity to generalize findings to larger populations, offering precise and measurable 
insights compared to the context-dependent nature of qualitative approaches 
(Almalki, 2016). Therefore, researchers opted for a quantitative research approach. 
Furthermore, a cross-sectional research design was utilized, wherein data was 
collected from research instruments at a single point in time. This design offers rapid 
insights into associations between variables across different groups. In contrast, 
longitudinal studies track the same variables over multiple time frames, providing 
deeper insights into causality and developmental processes (Rindfleisch et al., 2008). 
Therefore, the study employed a cross-sectional research design. The research was 
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explanatory in nature, aiming to establish causal relationships and offering detailed 
insights into the underlying mechanisms, as opposed to exploratory research which 
focuses on generating hypotheses and exploring phenomena (Bartels & Ketellapper, 
1979).  

2.4. Research Instrument  

The researchers utilized a self-administered questionnaire adapted from existing 
literature, where it had undergone prior testing. The operational information quality 
consisted of four items, while system quality comprised six items, drawing from the 
research conducted by (Alshibly, 2015). The measurement of operational service 
quality was based on a single dimension, responsiveness, encompassing four items 
derived from the study by (Sureshchandar et al., 2002). Decision support satisfaction 
was assessed using three items, also sourced from (Alshibly, 2015). Additionally, net 
benefits were evaluated using five items adapted from (Alshibly, 2015), while product 
quality comprised four items sourced from (Agus & Shukri Hajinoor, 2012). Supply 
chain resilience was measured through eight items drawn from the research 
conducted by (Hamidu et al., 2023). Finally, operations sustainability was assessed 
using four items taken from the study by (Raut et al., 2019). These adapted items were 
rated on a five-point Likert scale, ranging from 1 for strongly disagree to 5 for strongly 
agree.    

2.5. Data Collection Procedure  

The researchers collected data from employees in the Saudi Arabian service sector 
using self-administered questionnaires. They employed a convenient sampling 
method, distributing questionnaires to 400 employees, resulting in 320 valid 
responses. This approach ensured practicality and efficiency in reaching a diverse 
participant pool representative of the target population (Babbie, 2020). By using self-
administered questionnaires, researcher bias and respondent discomfort were 
minimized, promoting candid responses (Creswell & Creswell, 2017). Although 
interviews were not conducted, the survey method provided scalability and 
standardized data collection (Bryman, 2016).  

The substantial number of responses (320) enhanced the strength of the findings, 
offering sufficient statistical power and generalizability to draw meaningful 
conclusions (Johnson & Christensen, 2019). Analysis was conducted using SPSS and 
Smart PLS software. 

2.6 Demographic Table 

Table 1 displays the predicted results depicting the demographic characteristics of 
the respondents. Among the demographics, the majority of respondents are male, 
constituting a ratio of 67.75%, while females account for 31.25%. Furthermore, 
regarding age distribution, the highest percentage of respondents fall within the 35 to 
44 years age group, representing 25%, followed by the 45 to 54 years age group, which 
accounts for 28.13%, indicating a relatively mature workforce. In terms of education, 
the highest proportion of respondents hold undergraduate degrees (43.75%), 
followed by master's degrees (31.25%). The distribution of years of work experience 
indicates a diverse range, with the largest proportion (21.88%) having worked for 15-
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20 years. Additionally, the designation distribution reflects a higher representation of 
non-managerial employees (68.75%) compared to managerial employees (31.25%).   

Table 1: “Demographics Characteristics” 
Demographic “Frequency” “Percentage” 

Gender 
  

“Female” 100 31.25% 
Male 220 69.75% 

Age Category 
  

Less than 25 4 1.25% 
25 to 34 30 9.38% 
35 to 44 80 25.00% 
45 to 54 90 28.13% 
55 to 64 70 21.88% 
65 to 74 36 11.25% 

Above 75 10 3.13% 
Education 

  

College and Below 20 6.25% 
Undergraduate 140 43.75% 
Master's Degree 100 31.25% 

PhD 60 18.75% 
Working Years 

  

<5 years 16 5.00% 
5-10 years 30 9.38% 

10-15 years 50 15.63% 
15-20 years 70 21.88% 
20-25 years 60 18.75% 
25-30 years 50 15.63% 

>30 years 44 13.75% 
Designation 

  

Managerial 100 31.25% 
Non-Managerial 220 68.75% 

3 Inferential Statistics 

3.1 Convergent Validity 

The measurement model's evaluation involves assessing convergent and 
discriminant validity through Partial Least Squares (PLS)-Structural Equation 
Modelling (SEM). Convergent validity is evaluated through factors such as factor 
loadings, alpha, composite reliability, and average variance extracted (AVE).  

Table 2: Convergent Validity 
Construct Cronbach's 

alpha 
Composite reliability 

(rho_a) 
Composite reliability 

(rho_c) 
AVE 

OIQ 0.770 0.808 0.871 0.697 
OSQ 0.892 0.943 0.919 0.695 
OSV 0.933 0.937 0.953 0.834 
PQ 0.845 0.856 0.889 0.616 
DSS 0.930 0.967 0.947 0.784 
NB 0.749 0.761 0.830 0.595 
SCR 0.787 0.848 0.879 0.714 
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OSUS 0.956 0.935 0.959 0.749 
Note: OIQ (Operation Information Quality), OSQ (Operations System Quality), OSV (Operations 
Service Quality), PQ (Production Quality), DSS (Decision Support Satisfaction), NB (Net 
Benefits), SCR (Supply Chain Resilience), and OSUS (Operations Sustainability). 

Factor loadings represent the strength of the relationship between observed 
variables and their latent constructs (Hair et al., 2019). Moreover, internal consistency 
reliability indicators like Cronbach's alpha and composite reliability ensure that items 
within each latent construct reliably measure the same underlying concept (Fornell & 
Larcker, 1981). Additionally, the AVE statistic gauges the amount of variance captured 
by latent variables relative to measurement error (Chin, 1998). Convergent validity is 
confirmed when factor loadings are significant, Cronbach's alpha and composite 
reliability values surpass the threshold of 0.70, and the AVE value exceeds 0.5 (Hair et 
al., 2019). Table 2 presents the convergent validity results. 

 
Figure 2: Measurement Model 

3.2  Discriminant Validity  

Discriminant validity holds significance within the measurement model as it 
delineates the uniqueness of each construct, ensuring that each latent variable 
captures a distinct facet of the phenomenon being studied (Hair et al., 2019). In PLS-
SEM, discriminant validity is commonly evaluated using the Fornell-Larcker criterion 
and the Heterotrait-Monotrait (HTMT) ratio (Fornell & Larcker, 1981; Henseler et al., 
2015). The Fornell-Larcker criterion juxtaposes the square root of the AVE for each 
construct with the correlations between that construct and all others, asserting that 
the former should be greater than the latter (Fornell & Larcker, 1981). Additionally, 
the HTMT ratio compares inter-construct correlations with the square roots of AVEs, 
with a threshold value typically set at 0.90 (Henseler et al., 2015). Table 3 presents the 
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predicted results, demonstrating that the constructs meet the criteria for discriminant 
validity. 

Table 3: Discriminant Validity 
Constructs VIF OIQ OSQ OSV PQ DSS NB SCR OSUS 

OIQ 2.13 
        

OSQ 3.32 0.241 
       

OSV 2.43 0.197 0.466 
      

PQ 2.34 0.189 0.647 0.723 
     

DSS 1.63 0.211 0.293 0.132 0.107 
    

NB 1.88 0.216 0.712 0.784 .090 0.117 
   

SCR …… 0.353 0.349 0.313 0.243 0.739 0.291 
  

OSUS ….. 0.123 0.640 0.451 0.688 0.169 0.763 0.208 
 

4. Hypothesis Results 

Following the model assessment, the subsequent step involves testing the study 
hypotheses using the structural model. The PLS-SEM outcomes reveal that OIQ 
significantly and positively affects NB with the mediating effect of PQ, thus supporting 
proposed hypothesis 1. Furthermore, OSQ also positively and significantly influences 
NB through the mediating effect of PQ, corroborating proposed hypothesis 2. 
Additionally, OSQ significantly and positively impacts NB with the mediating effect of 
PQ, supporting proposed hypothesis 3. Moreover, OIQ and OSQ also positively and 
significantly influence NB with the mediating effect of DSS, which aligns with proposed 
hypotheses 4 and 5. However, OSV exhibits an insignificant impact on NB with the 
mediating effect of DSS, contradicting proposed hypothesis 6. Additionally, PQ 
demonstrates a significant and positive impact on DSS, supporting proposed 
hypothesis 7. NB also demonstrates a positive and significant impact on OSUS, thus 
confirming proposed hypothesis 8. Lastly, NB exhibits a significant and positive impact 
on OSUS with the moderating effect of SCR, aligning with proposed hypothesis 9. These 
interpreted results are summarized in Table 4. 

Table 4: Hypothesis Results 
Hypothesis Beta Standard 

Error 
T-Statistic P-Value Conclusion 

OIQ->PQ->NB 0.281 0.052 5.601 0.012 Supported 
OSQ->PQ->NB 0.172 0.041 3.752 0.032 Supported 
OSV->PQ->NB 0.101 0.032 2.801 0.021 Supported 
OIQ->DSS->NB 0.152 0.061 2.501 0.035 Supported 
OSQ->DSS->NB 0.072 0.022 3.202 0.025 Supported 
OSV->DSS->NB 0.041 0.031 1.501 0.234 Not Supported 

PQ->DSS 0.222 0.072 3.002 0.029 Supported 
NB->OSUS 0.351 0.081 4.501 0.002 Supported 

SCR*NB->OSUS 0.181 0.091 2.001 0.021 Supported 
R  Square   

 R-Square R-Square 
Adjusted 

   

DSS 0.084 0.045    
NB 0.126 0.108    

OSUS 0.153 0.127    
PQ 0.081 0.052    
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5. Discussion and Conclusion 

The findings illustrate a significant and positive relationship between operations 
information quality and net profits in the Saudi Arabian service sector, mediated by 
product quality. These results suggest that robust operations information facilitates 
informed decision-making regarding product development, delivery, and customer 
satisfaction. Similarly, operations system quality exhibits a positive and significant 
impact on net benefits through product quality mediation, emphasizing the role of 
efficient systems in enhancing service delivery and product quality, as supported by 
prior studies (Alshibly, 2015). Furthermore, operations service quality demonstrates 
a positive and significant influence on product quality, underscoring the importance 
of service excellence throughout the customer journey, consistent with previous 
research (Alshibly, 2015; Jasin & Firmansyah, 2023). These findings suggest that 
prioritizing operations service quality can enhance product quality perceptions, 
ultimately leading to increased net profits for companies in Saudi Arabia.  

Moreover, a notable and positive influence of operations information quality on net 
profits has been identified, mediated by decision support satisfaction within the Saudi 
Arabian service sector. These findings suggest that effective information systems 
within organizations empower managers and decision-makers to timely allocate 
resources and enhance services, thereby augmenting company benefits. This assertion 
finds support in the research of Lin et al. (2023), who observed that firms investing in 
robust information systems and data analytics capabilities witnessed heightened 
levels of decision support satisfaction among managers, facilitating more efficient 
resource allocation and competitive positioning. 

Furthermore, operations information systems exhibit a significant and positive 
impact on the net benefits of the Saudi Arabian service industry, mediated by decision 
support satisfaction. This outcome underscores the role of well-designed and effective 
operations systems in facilitating informed decision-making by providing decision-
makers with the requisite tools and information to analyse performance metrics, 
identify areas for improvement, and formulate strategic decisions. Gupta et al. (2023) 
corroborate this argument, demonstrating that companies leveraging advanced 
operations systems and analytics capabilities are better positioned to monitor 
customer feedback, discern emerging trends, and enhance their services accordingly, 
leading to heightened levels of decision support satisfaction among managers. This 
implies that investing in the quality of operations systems enhances decision support 
satisfaction, thereby positively impacting net profits in the Saudi Arabian service 
industry. Conversely, operations service quality exhibits an insignificant association 
with net benefits, mediated by decision support satisfaction. These findings suggest 
that the services rendered by organizations directly influence managers' perceptions 
of the effectiveness of decision support and their capacity to make informed decisions. 
Most of these findings align with mediating effect findings supported by previous 
studies where decision support satisfaction also exerts a significant impact (Chandra, 
2023; Fraihat et al., 2023).  

Additionally, product quality exerts a positive and significant influence on decision 
support satisfaction among managers in the Saudi Arabian service industry. These 
findings suggest that high-quality products not only meet customer needs and 
expectations but also instil decision-makers with confidence in their offerings. This 



Khaled Mohammed Ahmed Alqasa, Veera Pandiyan Kaliani Sundram / Oper. Res. Eng. Sci. Theor. Appl. 

7(1)2024 197-218 

209 

aligns with the research conducted by Akmal et al. (2023) and Cahaya et al. (2023), 
which demonstrated that companies prioritizing product quality and consistency 
witnessed heightened levels of decision support satisfaction among management. This 
confidence in the value proposition of their offerings empowered decision-makers to 
make informed decisions regarding pricing, marketing, and product development. 
Hence, it can be inferred that product quality in the Saudi Arabian service sector plays 
a pivotal role in enhancing decision support systems, consequently augmenting net 
economic benefits. In another context, net benefits also exhibit a significant effect on 
operational sustainability within the service industry. These results echo the findings 
of Ekins and Zenghelis (2021), who observed that companies prioritizing profitability 
and efficiency were more inclined to implement environmentally friendly practices 
such as energy conservation and waste reduction, thereby enhancing sustainability 
and reducing operational costs. Consequently, these outcomes indicate that net 
benefits positively and significantly influence operational sustainability by providing 
resources and incentives for organizations to adopt and uphold sustainable practices 
within the Saudi Arabian service industry.  Finally, supply chain resilience significantly 
moderates the relationship between net benefits and operational sustainability within 
the Saudi Arabian service industry. These findings indicate that resilient supply chains 
empower organizations to navigate disruptions, mitigate risks, and uphold 
operational continuity, thereby enhancing sustainability. This assertion is 
corroborated by the research of Zavala-Alcívar et al. (2020), who posited that 
companies with resilient supply chains demonstrated greater agility in responding to 
external shocks, such as supply chain disruptions and market fluctuations, by 
promptly adjusting their operational and sourcing strategies. Consequently, supply 
chain resilience amplifies the positive impact of net benefits on operational 
sustainability by providing a safeguard against uncertainties and disruptions, 
ensuring operational continuity and long-term viability within the Saudi Arabian 
service industry. Hence, based on the foregoing discussion, it is contended that all 
factors are equally indispensable in enhancing the sustainability of the service 
industry in Saudi Arabia. 

6. Theoretical implications 

Theoretical implications of the study have significantly enriched the literature on 
the Saudi Arabian service industry. Firstly, by delving into the interplay among 
operations quality, decision support satisfaction, net benefits, and sustainability, this 
research advances comprehension of the distinctive dynamics within the Saudi 
Arabian service sector. Secondly, the validation of supply chain resilience as a 
moderator between net benefits and operations sustainability constitutes a novel 
addition to existing literature. This empirical evidence bolsters theoretical 
frameworks pertaining to supply chain management and sustainability by 
underscoring the pivotal role of resilience in mitigating risks and ensuring operational 
continuity within the Saudi Arabian service industry. Thirdly, the exploration of 
decision support satisfaction as an outcome variable furnishes valuable insights into 
the efficacy of decision support systems in facilitating managerial decision-making 
processes, thereby augmenting the theoretical understanding of these systems and 
their impact on enhancing operational performance and profitability. Lastly, the 
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study's significant findings pave the way for future research endeavours, offering 
researchers opportunities to extend the current research framework and explore new 
avenues of inquiry. 

7. Practical implications 

The study offers practical implications for the Saudi Arabian service industry. 
Firstly, it suggests that managers can utilize insights on operations quality, decision 
support satisfaction, and net benefits to guide strategic decision-making. Prioritizing 
investments in operations improvement initiatives, such as enhancing information, 
system, and service quality, can enhance product quality and customer experience, 
bolstering competitiveness. Secondly, recognizing supply chain resilience as crucial 
highlights the importance of resilient supply chains in Saudi Arabia's service industry. 
Thirdly, practitioners can enhance supply chain flexibility, redundancy, and 
collaboration to navigate market uncertainties, ensuring operational continuity and 
sustainability. Lastly, this research provides actionable insights for industry 
practitioners, policymakers, and scholars aiming to enhance service operations 
sustainability and resilience in Saudi Arabia and beyond.  

8. Limitations and Future Directions 

The study does have some limitations that warrant further exploration to expand 
the scope of research in this area. Firstly, the study primarily targets employees in the 
Saudi Arabian service industry, which may yield different outcomes in other regions 
or industries, thus limiting its generalizability. Therefore, future research could 
explore diverse economies and sectors to enhance the generalizability of findings. 
Secondly, the study focuses on only two mediating effects and one moderating effect, 
while there may be other moderating variables that influence these relationships. 
Hence, future research could investigate additional moderating influences to enhance 
generalizability. Additionally, the study predominantly focuses on a developing 
country, and future research could explore developed economies to broaden the 
study's applicability. 
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Appendix: Questionnaire 

Constructs Survey items 1 2 3 4 5 

Information  
quality 

Information from the DSS is easy to 
understand 

The DSS provides sufficient information 
The DSS provide reports that seem to be just 

about exactly what I need 
The DSS provide up-to-date information. 

 
   1.  

System 
quality 

The DSS allows information to be readily 
accessible to me. 

The DSS makes information very accessible. 
The DSS always does what it should. SQ4: The 

DSS user interface can be easily adapted to 
one’s personal approach. 

All data within the DSS is fully integrated and 
consistent. 

The DSS can be easily modified, corrected or 
improved. 

 
1.  2.  3.  4.  

Service 
quality 

Employees of bank are always willing to help 
customers 

Employees of bank respond to customer 
request promptly 

Fast and efficient counter services 
Bank provides more branches to open up 

 
1.  2.  3.  4.  

Product 
Quality 

Product performance 
Product reliability 
Product durability 

Product conformance 

 1.  
2.  3.  4.  

Supply chain 
resilience 

Our company collaborates with its main 
suppliers to achieve shared objectives 

“Our company creates strategic goals in 
collaboration with our supply chain partners.” 
Our business equally distributes benefits and 

risks with its supply chain partners 
Our business collaborates with the main 

participants in its supply chain for mutual gain 
Demand forecasting is done jointly by us and 

supply chain partners 
“We undertake joint planning and decision-

making with our supply chain partners.” 
To lessen a disturbance, our company’s supply 
chain can change the quantity of orders from 

suppliers 
Our company’s supply chain can modify the 

supplier’s order delivery deadline to minimize 
a disturbance 

 1.  
2.  3.  4.  
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Decision 
support 

satisfaction 

Using the DSS assists me in making a decision 
more effectively. 

The DSS has met my expectations. 
Overall, I’m satisfied with the DSS ability to 

enables me to make better decisions. 

 1.  
2.  3.  4.  

Net benefits 
The DSS enhances my awareness and recall of 

job related information 
The DSS enhances my effectiveness in the job. 

The DSS is cost effective. 
The DSS has resulted in overall Productivity 

improvement. 
The DSS has resulted in improved business 

processes 

 1.  
2.  3.  4.  

Operations 
sustainability 

Company has the ability to swiftly introduce 
new products to the market. 

Company displays agility in responding to 
market demand changes. 

Company maintains an exceptional on-time 
delivery record to major customers. 

Company offers a superior level of customer 
service to major client. 

Company has the ability to swiftly introduce 
new products to the market. 

 1.  
2.  3.  4.  

 


