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Study Abstract

This study aimed to measure the impact of customer experience and operational efficiency
on performance sustainability, across its four dimensions (economic, social, environmental, and
institutional), at Saudi Entertainment Ventures Company (SEVEN), in light of the accelerating
transformations witnessed by the entertainment sector in the Kingdom of Saudi Arabia as one
of the vital sectors aligned with the objectives of Saudi Vision 2030. The study adopted the
descriptive-analytical approach, and an electronic questionnaire was administered to a stratified
random sample of (300) employees, drawn from a study population of (1200) employees, using
Steven Thompson’s equation with a confidence level of (95%) and a margin of error of (5%).
Data were analyzed using SPSS software through a range of statistical methods, including
means and standard deviations, Cronbach’s alpha coefficient, Pearson correlation coefficient,
multiple and simple linear regression analysis, and difference tests (T-test and ANOVA).

The study concluded that there is a statistically significant impact at the level of (a < 0.05)
of customer experience and operational efficiency combined on performance sustainability, as
the model explained (70.9%) of the variance in the dependent variable. It was found that
operational efficiency had the strongest impact, and that the institutional dimension was the
most responsive, while the environmental dimension ranked last. Accordingly, the study
recommended enhancing investment in artificial intelligence technologies to personalize guest
experience, developing the operational systems in line with Lean Manufacturing and Total
Quality Management methodologies, intensifying environmental initiatives within
entertainment destinations, and establishing a specialized administrative unit for performance
sustainability reporting directly to the company’s top management.

Keywords: Customer Experience, Operational Efficiency, Performance Sustainability,
Entertainment Sector, Saudi Entertainment Ventures (SEVEN), Saudi Vision 2030.
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