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Abstract ozl

This study aimed to examine the impact of applying agile (Agile) methodologies in the retailing of smart

devices and to assess their effect on customer satisfaction and in-store experience, using a Huawei
store in Riyadh as an applied case. The study addressed a core problem represented in the need of
smart-device retail stores for more flexible managerial approaches that can respond rapidly to
customer expectations in a highly competitive market, considering that customer satisfaction is a key
pillar of organizational differentiation. The research adopted a descriptive—analytical and quantitative
approach, and relied on two main instruments: a customer questionnaire measuring multiple
dimensions of customer experience (ease of finding products, quality of reception, staff competence,
service speed, flexibility, attention to feedback, overall satisfaction, and loyalty), and an employee
questionnaire measuring the extent of agile adoption and satisfaction with the work environment. Data
was analyzed using appropriate statistical techniques, including frequencies, percentages, means,

standard deviations, correlation coefficients, and internal consistency analysis

Findings indicated a high level of customer satisfaction with the overall in-store experience; all mean
scores for experience dimensions fell within the high satisfaction range, with a clear superiority of staff
product knowledge and quality of reception. Although after-sales services received comparatively
lower ratings than other dimensions, they remained within an acceptable satisfaction level and thus
represent a focused improvement opportunity. Results also revealed strong positive correlations
between experience dimensions, overall satisfaction, and loyalty: overall satisfaction was highly
associated with ease of finding products, after-sales service efficiency, flexibility, and responsiveness to
customer feedback, and showed a strong link with both repurchase intention and recommendation of
the store. At the work-environment level, employees reported good satisfaction with team culture and
workplace conditions, and evidence emerged of several agile practices such as short meetings, task
breakdown, and use of feedback, while the “test-and-learn” mindset still requires further support.
Overall, the study concludes that adopting agile methodologies in smart-device retail stores enhances
customer experience and increases satisfaction and loyalty, provided that integrated systems are
established to capture customer feedback, address it, and translate it into continuous improvements

along the in-store customer journey
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