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Abstract

The study aimed to investigate the impact of Information Technology (IT) application on
enhancing customer experience, while testing the mediating role of perceived service quality,
within private training institutions in Saudi Arabia. The field study was conducted at "Najd for
Training and Information Technology" company in Riyadh, covering the period from 2022 to
2026. The researcher employed the descriptive-analytical approach. The study population
consisted of (384) individuals, distributed among (140) males and (244) females. The
researcher selected a sample of (200) trainees, utilizing a questionnaire as the primary data
collection tool. It was distributed electronically to (220) trainees, achieving a response rate of
(90%), which adequately represents the selected sample. The questionnaire contained (44)
items, covering (11) sub-dimensions distributed across three main axes to assess the
independent variable (Information Technology, with its dimensions: physical resources,
software resources, digital procedures chain, and team skills), the mediating variable
(Perceived Service Quality, with its dimensions: technical, functional, and corporate image),
and the dependent variable (Customer Experience, with its dimensions: sensory, cognitive,
behavioral, and affective). Statistical analysis was conducted using SPSS. The study reached
several findings, most notably a statistically significant effect at the level (a <0.05) for: the
impact of IT on customer experience (regression coefficient = 0.7735), and its impact on
perceived service quality (0.8320). The results also showed a direct effect of service quality on
customer experience reaching (0.4746), and an indirect effect (partial mediation) of IT on
customer experience through service quality, with a value of (0.3948), all of which were
statistically significant at (P = 0.000). Furthermore, the study verified the absence of
multicollinearity, as the Variance Inflation Factor (VIF) value was (2.314) and the Tolerance
value was (0.432), both falling within statistically acceptable limits. The study concluded with
several recommendations, most notably the necessity of activating a proposed model for
measuring customer experience that combines technical quality based on an adequate training
infrastructure and the functional quality of training processes, while working on developing

improvement strategies aimed at establishing a positive mental image of the training institution

in the minds of trainees.

Keywords:Information Technology, Perceived Service Quality, Customer Experience,

Quality Models, Total Quality.
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