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Abstract

Study Objectives: The study aims to measure the impact of service quality,
across its five dimensions (tangibility, reliability, responsiveness, assurance,
and empathy), on the level of customer satisfaction at Al-Hamrani Global
Company in Riyadh. It also seeks to analyze the individual role of each
dimension in enhancing the customer experience and to identify
improvement priorities that contribute to improving service performance

efficiency and achieving organizational loyalty

Methodology: The study adopted a descriptive-analytical approach, based
on a sample of 30 customers during the year 2026. The study boundaries
were carefully defined in terms of subject matter, human scope, geographical

location, and time frame, in accordance with rigorous academic standards.

Study Results: The results revealed a very strong positive and statistically
significant relationship between service quality and customer satisfaction,
with a correlation coefficient of (R = 0.907$). Furthermore, the coefficient of
determination ($R”2 = 0.8239%) indicates that service quality explains 82.3%
of the variance in customer satisfaction, which is considered a very high

percentage reflecting the substantial impact of service quality.

The ANOVA test confirmed the overall significance of the model ($p < .001$)
with an ($F = 121%), indicating that relying on service quality to predict
customer satisfaction is highly accurate. Moreover, each one-unit increase
in service quality leads to an increase in customer satisfaction exceeding

96%, according to the regression coefficient ($Beta = 0.969).

Theoretical Contribution: The theoretical contribution of this study lies in
enriching the literature related to the Service Quality Model (SERVQUAL)
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within the technical services and equipment sector in the Saudi environment,
specifically at Al-Hamrani Global Company. The study provides a theoretical
framework that confirms the strong relationship between the five dimensions

of service quality and cumulative customer satisfaction.

It also contributes to the Arabic academic literature by providing recent
empirical evidence on how Saudi customers respond to tangible and
reliability-related aspects in specialized services, while reinforcing the
concept of “service excellence” as a fundamental driver of competitiveness

in local markets.

Practical Implications: The practical implications include enabling Al-
Hamrani Global Company to improve its service quality by focusing on
enhancing employees’ responsiveness skills, upgrading the tangible aspects
of services, and activating control systems that ensure reliability and
assurance. This, in turn, directly contributes to increasing customer
satisfaction levels and maintaining a competitive advantage in the Riyadh

market.

Keywords: Service Quality — Customer Satisfaction — Al-Hamrani Company
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