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Abstract
This study aims to analyze the customer experience at "Mawaredakum," a

business solutions company in Saudi Arabia, and propose a practical framework

to enhance it as a sustainable competitive advantage. Given the high similarity
in service offerings among consulting firms, Mawaredakum’s differentiation
hinges not only on solution quality but also on the quality of interaction
throughout the customer journey. The research adopts a descriptive-analytical
approach, utilizing an electronic questionnaire distributed to current clients,
customer journey mapping, and semi-structured interviews with the service
team. Findings reveal gaps in communication and post-delivery support—
particularly in response speed and update clarity—despite high satisfaction with
technical solution quality. Moreover, emotional factors such as transparency,
respect, and trust were found to be more influential in building loyalty than price
or reputation. Accordingly, the study proposes an integrated framework that
aligns external touchpoint optimization with internal cultural transformation,
emphasizing employee empowerment and linking performance to customer
experience metrics. This research supports Saudi Vision 2030’s emphasis on
service excellence and offers a replicable model for consulting firms in the Arab

business context.

Keywords:
Customer Experience, Competitive Advantage, Business Solutions, Customer

Journey, Customer Satisfaction, Organizational Behavior, Saudi Market.
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-Abstract

This study aims to analyze the customer experience at "Mawaredakum," a business solutions company
in Saudi Arabia, and propose a practical framework to enhance it as a sustainable competitive advantage.
Given the high similarity in service offerings among consulting firms, Mawaredakum’s differentiation
hinges not only on solution quality but also on the quality of interaction throughout the customer
journey. The research adopts a descriptive-analytical approach, utilizing an electronic questionnaire
distributed to current clients, customer journey mapping, and semi-structured interviews with the service
team. Findings reveal gaps in communication and post-delivery support—oparticularly in response speed
and update clarity—despite high satisfaction with technical solution quality. Moreover, emotional
factors such as transparency, respect, and trust were found to be more influential in building loyalty than
price or reputation. Accordingly, the study proposes an integrated framework that aligns external
touchpoint optimization with internal cultural transformation, emphasizing employee empowerment

and linking performance to customer experience metrics. This research supports Saudi Vision 2030’s

emphasis on service excellence and offers a replicable model for consulting firms in the Arab business

context.
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