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Abstract

This study aimed to examine the impact of after-sales service,
represented by its main dimensions—service quality, complaint response
speed, warranty and maintenance effectiveness, and post-purchase
communication—on brand loyalty among customers of electronic device
retail outlets in the Kingdom of Saudi Arabia. The importance of the study
stems from the increasing competition in the electronics market and the
growing need for retailers to focus on factors that enhance customer
retention and support the development of long-term relationships with
consumers. The study adopted the descriptive—analytical approach, and a
questionnaire was designed as the primary tool for data collection. The study
population consisted of consumers who had purchased electronic devices
from authorized retail outlets in Saudi Arabia during the last twenty—four
months. A convenience sample was used, and the number of valid
questionnaires for statistical analysis reached 38(0. Data were analyzed
using the Statistical Package for the Social Sciences (SPSS), through
descriptive statistics, validity and reliability tests, as well as simple and
multiple linear regression analyses. The findings revealed that the level of
after—sales service was high, and the level of brand loyalty was also high.
The results further indicated a statistically significant effect of after—sales
service, in its combined dimensions, on brand loyalty. Service quality was
found to be the most influential dimension, followed by warranty and
maintenance effectiveness, complaint response speed, and finally post-
purchase communication. The study recommended improving after—sales
service systems, enhancing employee competence, accelerating complaint
handling procedures, and activating continuous communication with
customers, given their direct role in strengthening brand loyalty and
improving the competitive position of retail outlets.

Keywords: After—sales service, brand loyalty, service quality,

warranty and maintenance, complaints, electronic retail outlets.
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