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ABSTRACT

This study aimed to explore the role of user experience, with its dimensions of (ease
of use, interaction and reliability, and perceived value), in enhancing customer retention at the
electronic store (Sill) in the Kingdom of Saudi Arabia. The study adopted the descriptive
analytical approach, and a questionnaire was used as the primary tool for data collection from

a random sample of (400) store users.

The statistical analysis revealed a high level of user experience evaluation, with all
dimensions scoring high means. The "perceived value” dimension emerged as the most
influential from the participants’ perspective. The findings also showed that the level of
customer retention was high, reflecting customer satisfaction and their willingness to continue
dealing with the store. Furthermore, the study demonstrated a statistically significant effect of
the combined user experience dimensions on customer retention. The results of the sub-
hypotheses confirmed that each dimension of user experience had a significant and

independent effect on enhancing retention.

The study recommended investing in improving the digital user experience, adopting
interactive design strategies that focus on perceived value, developing customer support
systems, and enhancing trust and reliability in digital interactions. These efforts would
contribute to building long-term customer relationships and supporting the sustainability of

digital growth.

Keywords: User Experience, Customer Retention, E-store, Perceived Value, Interaction, Ease

of Use, Sill.
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