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The Role of Digital Systems in Improving Customer Complaint Handling, Reducing
Errors, and Supporting Data Analysis in the Water Sector in the Kingdom of Saudi
Arabia
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PhD in Business Administration, Med-Ocean University, United Arab Emirates

Abstract:

This study aimed to examine the role of digital systems in improving customer complaint handling,
reducing related errors, and supporting data analysis in the water sector in the Kingdom of Saudi
Arabia. It also sought to assess the level of digital system implementation and identify the statistical
relationships between these systems and the study variables. The study adopted a quantitative approach
and used a questionnaire as the primary data collection instrument. The questionnaire was administered
to a random sample of 368 beneficiaries in the water sector. The collected data were analyzed using
means, standard deviations, and the chi-square test. The findings showed that the level of digital system
implementation was moderate, with an approximate mean of 3.07 out of 5. The efficiency of customer
complaint handling was also moderate, with a mean of 3.12, while the contribution of digital systems
to error reduction recorded a mean of 3.07, and their contribution to supporting data analysis recorded
a mean of 3.09. The chi-square results revealed a statistically significant relationship between the use
of digital systems and improved customer complaint handling, with a value of 51.634 and a
significance level below 0.001. Significant relationships were also found between digital system use
and error reduction, with a value of 47.456 and a significance level below 0.001, and between digital
system use and data analysis support, with a value of 36.351 and a significance level of 0.003.
Accordingly, the main and subsidiary hypotheses were supported. However, these findings indicate
statistical associations rather than direct causal relationships. The study recommended developing
digital infrastructure, updating and integrating systems, expanding electronic complaint-handling
channels, enhancing data analysis tools, training employees, monitoring performance indicators, and

conducting further research on additional organizational, technical, and human factors.

Keywords: Smart systems, response time, customer complaints, water sector, Saudi Arabia, e-

services, customer satisfaction.
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Chi-Square Tests
Value | df | Asymptotic Significance (2-sided)
Pearson Chi-Square 51.634* | 16 .000
Likelihood Ratio 50.704 | 16 .000
Linear-by-Linear Association .065 1 799
N of Valid Cases 368

a. 0 cells (0.0%) have expected count less than 5. The minimum expected count is 10.11.
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Chi-Square Tests

Value | df | Asymptotic Significance (2-sided)
Pearson Chi-Square 47.456* | 16 .000
Likelihood Ratio 48.738 | 16 .000
Linear-by-Linear Association 1.593 1 207
N of Valid Cases 368

a. 0 cells (0.0%) have expected count less than 5. The minimum expected count is 9.61.
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Chi-Square Tests

Value | df | Asymptotic Significance (2-sided)
Pearson Chi-Square 36.351* | 16 .003
Likelihood Ratio 36.465 | 16 .002
Linear-by-Linear Association 1.946 1 163
N of Valid Cases 368

a. 0 cells (0.0%) have expected count less than 5. The minimum expected count is 9.78.
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