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(Abstract)



Consumers’ Evaluation in Saudi Arabia of Consumer Experience in
Online Stores and Its Role in Purchase Decision (A Field Study)
This study aimed to identify consumers’ evaluation in Saudi Arabia of their
experience with online stores and to examine the role of this experience in
influencing their purchasing decisions. The study adopted the descriptive
analytical method due to its suitability for the nature and objectives of the
research. Data were collected through a questionnaire specifically designed
for this purpose after verifying its validity and reliability. The study sample
consisted of (100) consumers who use online stores in Saudi Arabia and
were selected randomly in order to represent consumers’ views regarding
the study variables. The results showed that consumers’ evaluation of their
online shopping experience was high, as factors such as ease of website
use, clarity of product information, variety of payment options, speed of
response, and clear return policies contributed to creating a positive
consumer experience. The findings also revealed a strong effect of
consumer experience on purchasing decisions, as promotional offers, trust
in the online store, ease of payment, browsing quality, and previous positive
experience were among the most influential factors in making purchasing
decisions. The study confirmed that improving consumer experience in
online stores contributes to enhancing customer satisfaction and increasing
the likelihood of repeat purchases. Therefore, the study recommended the
need to develop online store services, enhance transparency, and improve
technical support and after-sales services in order to meet consumer

expectations and strengthen trust in e-commerce.
Keywords: Consumer Experience, Online Stores, Purchase Decision, Saudi

Consumer, E-commerce.
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