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Introduction

This chapter presents the methodology used in
the study to investigate the impact of customer
experience on customer satisfaction in the
retail sector in Saudi Arabia. It outlines the
operational definitions of variables, research
design, population and sampling methods, data
collection procedures, types of data, and
statistical analysis techniques. The
methodology ensures that the study is

.systematic, valid, and reliable
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Operational Definitions of Research
Variables

Customer Experience (Independent e
Variable): The overall perception of
customers regarding their interactions with
the retail store, including service quality,
.store environment, and staff behavior

Customer Satisfaction (Dependent Variable). ®
The extent to which customers' expectations
are met or exceeded by the retail service
.experience

Customer Loyalty (Optional Mediating ®
Variable): The likelihood of customers
returning to the same retail store and
.recommending it to others
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Research Design

This study adopts a quantitative research
design using a descriptive and correlational
approach. The descriptive aspect provides
detailed information about customer
experience and satisfaction, while the
correlational aspect examines the relationships
between the variables to test the research

.nypotheses
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Research Population and Sampling Methods

Population: Customers of major retail stores
.in selected cities across Saudi Arabia

Sampling Technique: A combination of e
convenience sampling (selecting customers
who are easily accessible) and stratified
sampling (ensuring representation across
different age groups, genders, and retail
.segments)

Sample Size: Determined based on the e
number of retail customers willing to
participate, targeting at least 300
.respondents to ensure statistical validity
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Data Collection Methods

Data will be collected using structured
questionnaires distributed to customers. The
:questionnaire includes

Likert-scale items to measure perceptions of ®
.customer experience and satisfaction

Demographic questions (age, gender, ®
frequency of store visits)

Open-ended questions for qualitative ®
.insights (optional)
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Types of Data

Primary Data: Collected directly from retail ®
.customers through the questionnaire

Secondary Data: Collected from previous ®
studies, journals, and reports related to
customer experience and satisfactio
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Statistical Analysis Procedures

The collected data will be analyzed using SPSS
:software and will include

Descriptive Statistics: Means, percentages, ®
and standard deviations to describe the
.sample characteristics

Correlation Analysis: To examine the e
relationship between customer experience
factors and customer satisfaction

Regression Analysis: To test the hypotheses e
and determine the impact of independent
.variables on the dependent variable

Reliability Testing: Using Cronbach’s alpha e
to ensure the internal consistency of the
.questionnaire

17



MiDoceA

Conclusion

This methodology provides a structured
approach to investigate the research problem,
ensuring accurate and reliable results. By
combining descriptive, correlational, and
statistical techniques, the study will effectively
measure the impact of customer experience on
customer satisfaction and provide actionable

.insights for the retail sector in Saudi Arabia
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