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Study Summary:

This study aims to understand the impact of digital transformation on customer experience in
the retail sector, focusing on Jarir stores in Riyadh. The study employed a descriptive
methodology, distributing questionnaires to a sample of 200 individuals. It inquired about the
impact of digital personalization of recommendations and offers on customer satisfaction and
purchasing behavior, as well as how the integration of various digital channels (website, app, social
media) affects the overall customer experience. Additionally, it examined the impact of using
artificial intelligence in customer support on their satisfaction and loyalty, and how digital
solutions have improved the ease and convenience of shopping for customers and how this reflects
on their purchasing behavior. Furthermore, it studied the impact of comprehensive digital
transformation on the perceived value of customer experience and its implications on loyalty to
the brand, and how the level of digital security and privacy provided by Jarir stores affects
customer trust and their shopping experience.

The results showed that digital personalization of recommendations and offers increases
customer satisfaction and positively affects their purchasing behavior. The study also found that
the integration of various digital channels enhances the overall customer experience, making it
more comprehensive. The use of artificial intelligence increases customer satisfaction and loyalty
to Jarir stores, while digital solutions improve the ease and convenience of shopping, positively
affecting customer purchasing behavior. Moreover, digital transformation increases the perceived
value of customer experience, enhancing loyalty to the brand. Finally, the study found that the
level of digital security and privacy significantly impacts customer trust and their shopping
experience.

In summary, this study highlights the importance of digital transformation in enhancing
customer experience in the retail sector, as it contributes to increased customer satisfaction and
loyalty through digital personalization, integration of digital channels, and the use of artificial
intelligence. Additionally, digital security and privacy play a crucial role in enhancing customer
trust and their shopping experience.

Key words: Digital Transformation, Customer Experience, Retail, Digital Personalization,
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