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Abstract

This research examined the impact of service quality on customer satisfaction
in Jarir Bookstore - Jeddah. The bookstore aims to provide high-quality
services to its customers to maintain their loyalty and enhance their
satisfaction. Therefore, the research aimed to identify the dimensions of
service quality that affect customer satisfaction in Jarir Bookstore in Jeddah.

Objective: The research aimed to investigate the impact of service quality
(represented by tangibility, reliability, responsiveness, assurance, and
empathy) on customer satisfaction in Jarir Bookstore - Jeddah.

Methodology: The research adopted a descriptive-analytical approach,
where data were collected through a questionnaire distributed to a random
sample of Jarir Bookstore customers in Jeddah. The data were analyzed
using the SPSS program.

Results: The research findings revealed a statistically significant relationship
between the dimensions of service quality (tangibility, reliability,
responsiveness, assurance, and empathy) and customer satisfaction in Jarir
Bookstore in Jeddah. Additionally, the reliability dimension was found to be

the most influential on customer satisfaction.

Academic Contribution: The research provided a comprehensive theoretical
framework for studying the impact of service quality on customer satisfaction
in the book and stationery retail sector in the Kingdom of Saudi Arabia.

Practical Contribution: The research helped Jarir Bookstore management to
identify the dimensions of service quality that have the most significant impact
on customer satisfaction, which will assist them in developing strategies to

improve service quality and enhance customer satisfaction.

Scientific Applications: The findings of this research can be applied to
similar sectors, such as the retail of electronic goods and household

appliances.

Keywords: Service Quality, Customer Satisfaction,
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ANOVA®

Sum of
Model Squares df Mean Square F Sig.
1 Regression 3.341 1 8.341 51.453 =001°
Residual 5.512 34 62
Total 12.852 35

a. Dependent Variable: ol el
b. Predictors: (Constant), da¥l essdi

Coefficients”

Standardized
IInstandardized Coefficients Coeflicients
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