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Abstract

The current study aimed to investigate the role of Customer Relationship Management
(CRM) with its five dimensions (Customer Knowledge, Customer Interaction, Customization,
Technology Utilization, and Customer Responsiveness) in improving the quality of hospitality
service projects, applied to hotels operating in the Kingdom of Saudi Arabia. This investigation
is conducted in light of the strategic orientations of Saudi Vision 2030, which has designated
the tourism and hospitality sector as a vital and pivotal driver of economic diversification. The
study adopted the descriptive-analytical approach and utilized a questionnaire as a tool for
collecting field data, designed to include (30) items distributed between the independent and
dependent variables. The study population consisted of employees at various administrative
levels in four- and five-star hotels operating in the Kingdom of Saudi Arabia. The sample size
was (400) individuals, from which (368) valid questionnaires were retrieved for statistical
analysis, representing a response rate of (92%). A range of statistical methods was employed
through SPSS software, including means, standard deviations, Pearson correlation coefficient,
and simple and multiple regression analyses. The results revealed a statistically significant
effect of CRM dimensions collectively on the quality of hospitality service projects, as the
independent variable dimensions explained (78.1%) of the variance in the dependent variable.
The Customization dimension ranked first in terms of impact, while the Technology Utilization
dimension ranked last. The study recommended that Saudi hotels adopt a comprehensive
strategic philosophy for CRM and integrate it with project management systems, expand
investment in modern technologies such as artificial intelligence and big data analytics, and
establish specialized units for risk management in hotel projects.

Keywords: Customer Relationship Management, Project Quality, Hospitality Services,
Hotel Sector, Kingdom of Saudi Arabia, Vision 2030.
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