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Abstract | yoslI-

This study aims to explore the impact of customer service response speed on customer trust and

satisfaction in digital markets. The study adopted a mixed-method descriptive-analytical approach,

combining quantitative and qualitative methods to provide a comprehensive understanding of the

relationship between response speed, customer trust, and satisfaction. Data was collected using a

structured questionnaire distributed electronically to a sample of 200 customers, along with semi-

structured interviews conducted with 15 customer service employees from various digital platforms in

Saudi Arabia.

The findings revealed a strong positive correlation between customer service response speed and both

customer trust and satisfaction. The correlation coefficient between response speed and customer trust

was (r=0.78), and between response speed and customer satisfaction was (r = 0.82), both significant

at (P <0.01). The study also showed that customers who experienced fast response times reported

higher levels of trust and satisfaction, whereas delayed responses led to customer dissatisfaction and

increased the likelihood of switching to alternative platforms.

The study recommends enhancing customer service infrastructure, providing continuous employee

training, and implementing advanced technological solutions such as Al-powered chatbots and real-

time response systems to improve response speed and customer experience.

Keywords: Customer Service, Response Speed, Customer Trust, Customer Satisfaction, Digital Markets,

Mixed-Methods Research.
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