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Abstract

This study examined the impact of social media account management on customer service efficiency in
Saudi telecommunications companies In Riyadh, amid the accelerating digital transformation witnessed
by the Kingdom of Saudi Arabia under Vision 2030. The growing reliance of telecommunications
customers on social media platforms as a primary channel for communicating with their service
providers, expressing complaints, and seeking support has made this subject an increasingly critical area
for academic Investigation and practical application , the study aimed to analyze the relationship
between social media account management strategies across four key dimensions, namely strategic
planning, digital content management, Interaction and response, and data analytics and performance
measurement, and customer service efficiency indicators comprising response speed, solution quallty,
and customer satisfaction levels In the three major telecommunications companies operating in Riyadh:
Saudi Telecom Company (STC), Mobily, and Zain Saudi Arabia the study adopted the descriptive
analytlcal method, with data collected through an electronic questionnaire designed on Google Forms
and distributed between March 2026 and June 20, 2026, to a stratified random sample of (178)
employees working in digital marketing and customer service departments across the three companies
Data were analyzed using SPSS Version 26 through multiple statistical methods including Pearson

correlation, multiple regression analysis, independent samples T-test, and one-way ANOVA.

The study yielded several significant findings A strong positive and statistically significant correlation was
established between social media account managementand customer service efficiency (r=0.681), with

the four dimensions collectively explaining 57.3% of the variance In customer service efficiency the

interaction and response dimension emerged as the most influential predictor of service efficiency ([3 =

0.312), while data analytics and performance measurement represented the weakest component in the
social media management system with a mean score of (3.36) Statistically significant differences in
customer service efficiency were found attributable to the company variable, favoring STC, while no

significant differences were detected based on gender.

Based on these findings, the study recommended building dedicated specialized teams for social media
account management, developing clear response protocols for technical crisis situations, adopting
sector-specific key performance indicators, and investing in advanced data analytics tools to anticipate

and address customer complaints through a proactive and sustainable strategic approach.

Keywords: Social Media Account Management, Customer Service Efficiency, Saudi Telecommunications

Companies, Riyadh, Vision 2030.
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