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Abstract:
The current study aims to determine the moderating role of customer technological
readiness in the relationship between smart customer experience and self-service
technology applied on online travel agency customers. The study relied on the
descriptive analytical approach, and a questionnaire was designed to collect
primary data from a sample of (385) individuals, and its validity and reliability
were verified. By reviewing the retrieved questionnaires, the number of completed
questionnaires valid for statistical analysis reached (310) questionnaires, with a
response rate of (80.52%). The study reached a set of results, the most important of
which is the existence of a significant effect of smart customer experience on self-
service technology, as well as the existence of a significant effect of smart
customer experience on customer technological readiness. The results also showed
a significant effect of customer technological readiness as a moderating variable in
the relationship between smart customer experience and self-service technology.
Some recommendations were proposed based on these results.
Keywords: Smart customer experience, customer technology readiness, self-
service technology, online travel agencies.
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