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Introduction

This chapter presents the analysis of the empirical
findings regarding the impact of customer experience on
customer satisfaction in the retail sector in Saudi Arabia.
The data collected through the questionnaire is analyzed
to answer the research questions, test the hypotheses,

.and compare the findings with previous studies
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Sample Description and Descriptive Statistics

The study sample consisted of retail customers in Saudi
Arabia with diverse demographic characteristics in terms
of age, gender, and purchasing frequency. The
descriptive results show that most respondents were
aged between 18 and 35, with a relatively balanced
gender distribution, ensuring the suitability of the

.sample for the study objectives
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Validity and Reliability Tests

Cronbach’s Alpha was used to measure the reliability of
the questionnaire. The results indicated a high level of
internal consistency. Additionally, face validity was
.ensured through expert review of the survey instrument
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Descriptive Analysis of Research Variables and
Research Questions

The findings indicate that customer experience in the
retail sector ranges from moderate to high levels, while
customer satisfaction is generally high. Service quality
and employee behavior were found to be the most

.influential factors affecting customer satisfaction
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Descriptive Analysis of Research Variables and
Research Questions

The findings indicate that customer experience in the
retail sector ranges from moderate to high levels,
while customer satisfaction is generally high. Service
quality and employee behavior were found to be the
most influential factors affecting customer

.satisfaction
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Hypothesis Testing

Statistical analysis using correlation and regression
:revealed the following

A statistically significant positive relationship between e
.customer experience and customer satisfaction

Acceptance of the first hypothesis stating that e
customer experience positively impacts customer
.satisfaction

Support for the hypothesis that improving customer e
experience enhances customer satisfaction and
Joyalty
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Discussion and Link to Previous Studies

The results are consistent with previous studies such as
Lemon & Verhoef (2016) and Schmitt (2010), which
emphasize the importance of customer experience in
enhancing customer satisfaction. The findings also
confirm that service quality and employee behavior are

.key determinants of customer experience
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Conclusion

The study concludes that customer experience plays a
crucial role in enhancing customer satisfaction in the
retail sector in Saudi Arabia. Improving service quality,
store environment, and employee behavior significantly

.contributes to customer satisfaction and loyalty
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