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Abstract

This study examines the effect of service quality on customer satisfaction in Saudi Arabia.
Service quality is operationalized through the five SERVQUAL dimensions: tangibles, reliability,
responsiveness, assurance, and empathy, while customer satisfaction is the dependent variable. The
study adopts a quantitative, descriptive-analytical, cross-sectional design and proposes a structured
questionnaire administered to adult customers who have recently used services in Saudi Arabia. A
target sample of 384 respondents is proposed for a large population at a 95% confidence level and
a 5% margin of error. The research includes reliability and validity testing, descriptive statistics,
Pearson correlations, and multiple regression. Because actual survey responses were not provided,
Chapter Four contains a clearly identified simulated statistical example solely to demonstrate the

4



required analytical format. The simulated pattern is consistent with the literature in showing a
positive association between service quality and customer satisfaction, with reliability,
responsiveness, and assurance among the strongest contributors. The study concludes with
practical recommendations for continuous customer-experience measurement, process reliability,
response-time improvement, employee empowerment, and the integration of service-quality
indicators into management decisions.
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