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Abstract gedld) ;o alal)

This study aimed to analyze the impact of customer satisfaction on business
success in Saudi companies, by measuring the level of satisfaction and linking it
to customer loyalty and financial performance. The study relied on Stakeholder
Theory, Total Quality Management, the Expectancy Disconfirmation Theory,
and the SERVQUAL model as its theoretical framework, and adopted a mixed-
methods descriptive-analytical approach.

MIDOCEA

While fifty companies were initially contacted, only three responded through in-
depth qualitative interviews, and eight additional companies later provided
completed questionnaires. Correlation analysis revealed a strong, statistically
significant positive relationship between customer satisfaction and both customer
loyalty (r = 0.982) and financial performance (r = 0.957), lending preliminary
exploratory support to the study's three sub-hypotheses. The study recommends
developing formal customer satisfaction measurement tools and expanding the
sample size in future research.

Keywords: Customer Satisfaction, Customer Loyalty, Financial
Performance, Business Success, Saudi Companies.
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