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Abstract

The present study aimed to identify the impact of responsiveness and complaint
management, with its four dimensions (responsiveness to inquiries, speed of problem-solving,
effectiveness of complaint handling, and follow-up and feedback), on institutional customer
satisfaction and the reputation of training providers in training companies. The study adopted
the descriptive-analytical approach, employing a questionnaire as the primary data collection
instrument, comprising (32) items distributed across the independent variable and the two
dependent variables. The questionnaire was administered to a convenience sample of (285)
institutional customers holding positions related to decision-making on contracting with
training companies or supervising the implementation of training programs. Data were
statistically analyzed using SPSS through descriptive analysis, simple linear regression, and
multiple regression techniques. The study concluded that there is a statistically significant
impact at the significance level (o < 0.05) of responsiveness and complaint management
dimensions, both jointly and individually, on institutional customer satisfaction, with these
dimensions explaining (71.6%) of the variance in satisfaction. The dimension of complaint
handling effectiveness ranked first in terms of impact strength, followed by problem-solving
speed. The findings also revealed significant positive correlations between the independent
variable dimensions and training provider reputation. The study recommended establishing an
integrated institutional system for complaint management within training companies,
enhancing the follow-up and feedback dimension, leveraging digital transformation in
developing the responsiveness system, qualifying human resources responsible for institutional
customer service, and developing a continuous measurement system for customer satisfaction.

Keywords: Responsiveness, Complaint Management, Institutional Customer Satisfaction,

Training Provider Reputation, Training Companies.
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