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Abstract:

This research aims to analyze the role of customer service in improving sales and enhancing
customer loyalty in the retail sector, through an analytical study based on a mixed-methods approach
that combines both quantitative and qualitative data. The significance of the study stems from the

strategic role customer service plays in shaping consumer experience, which in turn influences

purchasing decisions and brand loyalty. The study is grounded in several theoretical frameworks,

including the SERVQUAL model, customer satisfaction theory, the Technology Acceptance Model (TAM),
as well as a review of previous studies that highlighted the relationship between service quality and

consumer behavior.

The research tools included surveys distributed to 300 consumers, semi-structured interviews
with customer service managers in retail companies, in addition to the analysis of online reviews and
secondary data. The findings revealed a strong positive relationship between customer service quality
and increased sales. Moreover, customer satisfaction was found to play a central role in reinforcing

customer loyalty and encouraging repeat purchases.

The study recommends investing in customer service training, leveraging modern technologies
such as artificial intelligence and CRM systems, and offering multichannel support. It also suggests
further research on how customer interactions with brands on social media platforms influence their

purchasing decisions.
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