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Case Processing Summary

N

Cases Valid 60 75.9

Excluded?® 19 241

Total 79 100.0

a. Listwise deletion based on all variables in the procedure.

Reliability Statistics

Cronbach's Alpha N of ltems

.736 16
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Case Processing Summary

N

Valid 60 75.9

Excluded?® 19 241

Total 79 100.0

a. Listwise deletion based on all variables in the procedure.
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Scale: ALL VARIABLES

RELIABILITY
JVARIABLES=, ol a5l gind!l al a2 p3 a4 a5 p6 a7 a8 p9 o10 pll al2 al3
/SCALE ('ALL VARIABLES') ALL
/MODEL=ALPHA.

Reliability Statistics

Cronbach's Alpha N of ltems

.736

Case Processing Summary

N

Valid 60

Excluded® 19

Total 79

a. Listwise deletion based on all variables in the procedure.

FREQUENCIES VARIABLES= exll pulastl guixldl pl p2 a3 a4 o5 a6 a7 p8 a9 pl0 pll pl2 413
/HISTOGRAM NORMAL
/ORDER=ANALYSIS.
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Descriptive Statistics

T T
1.00 1.50 200

A Ja oS Y el Ja @il bl o i

N

Mean

Std. Deviation

e pia 3l e )
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Valid N (listwise)

2.0141
2.4366

1.8310

74629

.82345

37743

DESCRIPTIVES VARIABLES=pl p2 @3 a4 o5 6 a7 p8 @9
/STATISTICS=MEAN STDDEV.

Descriptives

pl0 all pl2 413

39

Dev. = 492

Output Created
Comments

Input

Missing Value

Handling

Syntax

Resources

Data

Active Dataset

Filter

Weight

Split File

N of Rows in Working Data File

Definition of Missing

Cases Used

Processor Time

Elapsed Time

13-MAR-2025 17:00:41

C:\Users\DELL\Documents\didsi clatiul sav
DataSet1

<none>

<none>

<none>

User defined missing values are treated as
missing.
All non-missing data are used.
DESCRIPTIVES VARIABLES=:1 22 23 #4 15 26
o7 6829210 611212 213

/STATISTICS=MEAN STDDEV.

00:00:00.03

00:00:00.00
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Abstract  yolI-

This study aimed to know the impact of customer experience management on improving
the quality of service and strategic planning in customer service and satisfaction, by
applying to one of the leading companies in the field of customer service call centers in the
Riyadh region.

The study focuses on key aspects, namely managing customer service problems, measuring
the goal of customer retention, supporting customer retention policies, attracting new
customers, training and qualifying customer service staff, and achieving the expectations of
the organization.

The study relied on the descriptive analytical approach, and used the questionnaire as a tool
to collect primary data, then distribute the questionnaire to a sample of the research
community randomly and they are customer service staff in one of the branches of
Upsource by Solutions in the Riyadh region of Saudi Arabia, has been obtained the number
of 73 questionnaire, has been analyzed by SPSS program.

The results showed a statistically significant effect between strategic planning and customer
satisfaction.

The study provided several recommendations to customer experience departments to avoid
errors and develop future plans.
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