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Abstract

This study aimed to identify the impact of marketing performance on customer satisfaction at
Saudi Energy Company in Jeddah by examining the relationship between the level of marketing
performance and its reflection on customers’ satisfaction with the services provided. The study
also sought to measure the extent to which marketing performance practices are applied
within the company, determine the ability of various marketing activities to meet customers’
needs, enhance their trust and loyalty toward the company, and identify the main marketing
factors that contribute to improving the customer experience and increasing satisfaction
levels.

The study adopted the descriptive analytical approach to describe the reality of marketing
performance at the company and analyze customers’ opinions regarding the level of services
provided. A questionnaire was used as the main data collection instrument and was
distributed to a sample consisting of (403) customers of Saudi Energy Company in Jeddah. The
collected data were analyzed using Microsoft Excel based on frequencies and percentages to
identify the trends of the study participants and measure their responses toward the different
dimensions of the study related to marketing performance and customer satisfaction.

The results of the study revealed that the level of marketing performance at Saudi Energy
Company received a positive evaluation from the majority of customers. The findings indicated
that the company is keen on providing services that meet customers’ needs and expectations.
Moreover, the marketing activities adopted by the company contribute to introducing
customers to available services and facilitating access to related information. The participants
also indicated that the company provides clear information about its services, uses
appropriate marketing methods, and pays attention to communicating with customers and
responding to their requirements, which reflects the role of marketing performance in
enhancing the company’s positive image.

However, the study revealed that some aspects require further improvement and
development, particularly increasing the speed of service delivery, developing electronic
channels, improving continuous communication with customers, and enhancing mechanisms
for receiving and handling complaints and suggestions more effectively. These aspects
represent important elements that can contribute to improving the customer experience and
increasing customers’ positive interaction with the company.

The study concluded that marketing performance is one of the factors influencing customer
satisfaction, and that developing marketing practices and improving service quality directly
contribute to enhancing customer satisfaction and maintaining customers. The study
recommended the continuous development of marketing strategies in line with changing
customer needs, enhancing the use of digital technologies in service delivery and customer
communication, and conducting periodic studies to measure customer satisfaction and
identify their opinions and suggestions in order to achieve continuous improvement and
enhance the level of services provided.

Keywords: Marketing Performance, Customer Satisfaction, Saudi Energy Company, Service
Quality, Marketing.
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