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Abstract

The study discusses the importance of measuring

beneficiaries’ satisfaction with social services, emphasizing this
process as an effective tool to improve service quality and enhance
trust between citizens and governmental entities, particularly within
Saudi Arabia's Vision 2030 framework aimed at improving
governmental performance. The study reviewed global customer
satisfaction measurement models, such as the American Customer
Satisfaction Index (ACSI) and the Swedish Customer Satisfaction
Barometer (SCSB), highlighting the importance of using standardized
tools to evaluate beneficiaries' experiences to ensure high-quality
outcomes that contribute to improving the provided social services.
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The study examined regional and international experiences,
including those from Gulf countries and major G20 nations. It also
focused on the challenges of measuring beneficiaries' satisfaction,
especially in social welfare services, such as unclear terminology,
methodological issues related to surveys and data collection
methods, as well as difficulties in determining indicator weights and
relying solely on general satisfaction averages.

The study concluded that beneficiaries' satisfaction typically
ranges between 64% and 77%, which is considered internationally
acceptable. It recommended that Saudi Arabia adopt a national
measurement model like the Saudi Customer Satisfaction Index
(SCSI), promote evaluative studies, and collaborate with academic
institutions to develop mechanisms for measuring beneficiaries'
satisfaction and enhancing the customer experience.

Key Words: Measuring Beneficiary Satisfaction, Social

Services, Customer Satisfaction, uality of Public Services, Customer
Experience, American Customer Satisfaction Index, Swedish
Customer Loyalty Barometer
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