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Abstract:

Title: The Impact of Change Management on Customer Satisfaction in Saudi
Companies: An Applied Study on a Sample of Customers in the Makkah Al-
Mukarramah Region.

This study aimed to explore and analyze the nature of the relationship between change
management and customer satisfaction levels within the Saudi business environment.
Specifically, it sought to measure the impact of change management dimensions
(Planning, Leadership, and Communication) on improving the quality of products and
services, while assessing the implementation level of these practices in companies
operating across the telecommunications, banking, logistics, and retail sectors.

The study adopted a descriptive-analytical approach. Data were collected via an
electronic questionnaire distributed to a stratified random sample of 150 customers of
Saudi companies in the Makkah Al-Mukarramah region. Hypotheses were tested using
appropriate statistical methods, including Simple Correlation Coefficient and the
Coefficient of Determination ($R”28$), processed through SPSS.

Key Findings:

The results revealed a statistically significant, very strong positive correlation
between the level of change management implementation and customer satisfaction,
with a correlation coefficient of 0.984.

Change management explains 96.9% of the variance in customer satisfaction.
Supportive Leadership was identified as the most influential dimension, contributing
94.6% to customer satisfaction, followed by Effective Planning (91.7%), and
Organizational Communication (88.4%).

Field results showed varying customer perceptions: while 68% agreed that
management is committed to providing high-quality service despite changes, 52%
remained neutral regarding the availability of clear alternatives during transition
periods, indicating a gap in contingency planning.

The study found an overall satisfaction rate of 57.4% regarding the service experience
during changes, with 48% expressing a strong intention to continue dealing with the
companies despite competition.

Recommendations: The study recommends that Saudi companies adopt the
"Transformational Leadership" model and develop robust contingency plans and
technical alternatives to ensure service continuity during updates. It also emphasizes
enhancing transparency and leveraging digital channels to inform customers of changes
and their benefits, alongside intensive training for front-line employees to manage
crises arising from institutional transformations.

Keywords: Change Management, Customer Satisfaction, Saudi Companies,
Transformational Leadership
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