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Abstract

This study examines the impact of e-commerce risk management on customer
satisfaction and purchasing behavior at Jarir Bookstore, one of the largest retailers of
books and electronics in Saudi Arabia. Data was collected from a sample of 300 to 500
customers, as well as 15 employees and managers from relevant departments within the

company, using surveys and in-depth interviews.

The results indicated that technical risks, such as cybersecurity breaches, and
operational issues, such as shipping delays and receiving damaged products, have a
significant negative impact on customer satisfaction. The data showed that 70% of
customers experienced moderate to very high levels of impact from these risks on their
shopping experience. Additionally, 50% of customers reported facing shipping delays,

while 40% encountered issues with electronic payments.

The analysis was based on four main hypotheses concerning the relationship
between risk management and customer satisfaction, the impact of technical and
operational risks, and the importance of effective communication strategies. The findings
demonstrated a negative correlation between the occurrence of risks and customer

satisfaction, highlighting the need for improved risk management strategies.

The study provides recommendations to enhance cybersecurity by regularly
updating technological systems and training employees on best practices for
cybersecurity. It also suggests developing a more efficient logistics system to improve

shipping speed and delivery, improving the electronic payment system to reduce financial




issues, and enhancing internal communication strategies to ensure effective coordination

in risk management.

Keywords

Risk Management, E-Commerce, Customer Satisfaction, Cybersecurity, Jarir
Bookstore, Shipping and Delivery, Electronic Payment System, Internal Communication,

Quality Improvement.
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