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Abstract

The research aims to the relationship between customer experience
management, the dimension of reliability, the dimension of response, the
dimension of assurance, the dimension of tangible things, and the dimension
of empathy, through an estimated sample of (384) workers in commercial
banks in the State of Kuwait.

The research reached results, the most important of which are: the
existence of a statistical relationship between customer experience
management and the dimension of reliability, with a statistical relationship
between customer experience management and the dimension of response,
in addition to a statistical relationship between customer experience
management and the dimension of guarantee, as well as a statistical
relationship between customer experience management. In addition, the
tangible dimension, and finally the existence of a statistical relationship
between customers experience management and the empathy dimension.

Keywords
Customer experience management, service quality, tangibility, assurance,
empathy, responsiveness
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