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Introduction

Customer experience is a crucial factor determining the success of
organizations in today’s competitive markets. It directly influences customer
satisfaction and loyalty

which in turn affects organizational performance and profitability. Despite,
growing attention to customer experience in the retail sector in

Saudi Arabia, there is a noticeable gap in studies that systematically link
improving customer experience to measuring customer satisfaction

This research aims to analyze the relationship between customer experience
and customer satisfaction in the Saudi retail sector, focusing on identifying
challenges faced by organizations in enhancing customer experience. The
study also examines data from previous research to show how it can be
.utilized to develop effective strategies for improving customer experience
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Problem Statement

The research problem lies in the knowledge gap regarding how customer
experience affects satisfaction in the retail sector in Saudi Arabia.
Organizations lack effective tools and strategies to measure and enhance this
experience in ways that reflect positively on customer satisfaction and
Joyalty

:Research Question
How does customer experience impact customer satisfaction in the retail

?sector in Saudi Arabia
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Significance of the Study

Theoretical Significance: The study contributes to academic literature on e
customer experience and satisfaction in the retail sector, providing a clear
.framework for measuring these variables

Practical Significance: It offers practical insights and strategies that assist e
organizations in enhancing customer experience, increasing satisfaction and
Jloyalty, and improving company performance and profitability
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Research Questions

The research questions are designed to address
the main problem and are concise and clear:

How does customer experience affect.1
customer satisfaction in the retail sector in
?Saudi Arabia

Which factors of customer experience have.2
the greatest impact on customer
?satisfaction

How can retail organizations improve.3
customer experience to enhance customer
?loyalty
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Research Objectives

The objectives of this study are clear, specific,
and measurable:

1. To analyze the relationship between
customer experience and customer satisfaction
in the Saudi retail sector.

2. To identify key factors of customer
experience that significantly influence customer
satisfaction

3. To provide actionable recommendations

for retail organizations to improve customer
experience and increase customer loyalty.
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Research Hypotheses

Based on previous literature, the following
:hypotheses are proposed

H1: Customer experience has a positive o
impact on customer satisfaction in the retail
.sector in Saudi Arabia

H2: Perceived service quality, store o
environment, and staff behavior positively
.influence customer satisfaction

H3: Enhancing customer experience leads  ®
.to higher customer loyalty
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Research Model

Independent Variable: Customer Experience
(service quality, store environment, staff
behavior)

Dependent Variable: Customer Satisfaction
Moderating/Intervening Variable (optional):
Customer Loyalty

A simple diagram can be added in Word)
showing arrows from Customer Experience
factors — Customer Satisfaction = Customer
(.Loyalty
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Research Setting / Field Study

The study will be conducted in selected retail
stores across major cities in Saudi Arabia. A
survey questionnaire will be distributed to
customers to collect primary data on their
.experience and satisfaction levels
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Proposed Research Methodology

Approach: Quantitative research using a
.descriptive and correlational design

Data Collection: Structured survey
.questionnaires targeting retail customers
Sampling: Convenience and stratified
.sampling across various retail chains
Data Analysis: Statistical analysis using
software such as SPSS to test hypotheses
and examine relationships between
.variables

10
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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

11
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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

12
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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

13
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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

14
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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)

15
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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

16
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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
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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

18
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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

20
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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

21
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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

22
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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

23
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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

24
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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

25
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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

26
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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

27
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Abstract

This study aims to examine the impact of customer
experience on customer satisfaction in the retail sector in
Saudi Arabia. It focuses on service quality, store
environment, and employee behavior as key factors
influencing satisfaction and loyalty.

A quantitative descriptive-correlational approach was
used, with data collected through a structured
qguestionnaire distributed to retail customers. The data
were analyzed using descriptive statistics, correlation,
and regression analysis.

The findings revealed a significant positive relationship
between customer experience and customer satisfaction.
Service quality and employee behavior were identified as
the most influential factors. The study provides practical
recommendations for improving customer experience
strategies in the retail sect
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Chapter 5: Conclusions, Limitations, and Recommendations

5.1 Conclusions

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 increases customer satisfaction
and loyalty.

5.2 Limitations of the Study
* The study is limited to the retail sector in Saudi Arabia.
® The use of self-reported data may introduce bias.
¢ The sample size may not represent the entire population.
¢ Time constraints limited the depth of analysis.

5.3 Recommendations

¢ Continuously improve service quality.

* Train employees on customer interaction skills.

e Enhance store environments to improve customer
experience.

e Implement regular customer feedback systems.

¢ Conduct future studies in different sectors with larger
samples.

30
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