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Abstract

This study aimed to examine the impact of e-service quality on customer loyalty
in training institutions through a case study of Najd Higher Institute for Training
in Riyadh, Kingdom of Saudi Arabia. The study adopted the descriptive-
analytical approach, and the theoretical framework was developed based on
relevant literature and previous studies addressing e-service quality and customer
loyalty. The study population consisted of 384 trainees, while the study sample
comprised 200 respondents, selected using appropriate statistical sampling
techniques. A questionnaire was used as the primary data collection instrument.
It consisted of 16 items distributed across two main constructs: e-service quality,
represented by two dimensions (technical quality and functional quality), and
customer loyalty, represented by two dimensions (behavioral loyalty and
attitudinal loyalty). The questionnaire employed a five-point Likert scale, and the
collected data were analyzed using the Statistical Package for the Social Sciences
(SPSS).

The findings revealed a statistically significant positive effect of both technical
quality and functional quality on behavioral loyalty and attitudinal loyalty. The
results also indicated that functional quality had the strongest impact on
behavioral loyalty, explaining 69.7% of its variance. Furthermore, the study
found positive correlations between all dimensions of e-service quality and
customer loyalty. The overall findings demonstrated that e-service quality has a
significant positive effect on customer loyalty, with an effect coefficient of 0.897,
explaining 55.3% of the variance in customer loyalty. Based on these findings,
the study recommends enhancing the technical infrastructure of training
platforms, improving the functional quality of e-services, and conducting regular
assessments of e-service quality and customer loyalty to support continuous
service improvement.

Keywords: E-Service Quality, Customer Loyalty, Behavioral Loyalty,
Attitudinal Loyalty, Training Institutions.
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