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Abstract

This research aims to analyze the impact of project
management, with its main dimensions (planning, organizing,
execution, monitoring, and control), on the development and
implementation of an interactive system to enhance customer
experience in Saudi private sector companies. The study adopted a
descriptive—analytical approach and used a questionnaire as the data
collection tool. Data were collected from a sample of employees
working in customer experience, customer service, and marketing
departments within Saudi private sector companies. The data were
analyzed using SPSS software.

The results revealed a statistically significant impact relationship
between the dimensions of project management and the development
of the interactive system for improving customer experience. The tests
indicated that the control and performance management dimension
had the strongest impact, followed by monitoring and execution, while
planning and organizing contributed at a considerable but relatively
lower level. The findings also showed that project management
practices explain a large proportion of the variance in the efficiency of
the interactive system and its digital applications.

The study highlights the importance of integrating project
management practices into customer experience improvement
strategies, especially in light of the rapid digital transformation
witnessed in the Kingdom. It emphasizes that improving execution
quality, activating continuous monitoring, and strengthening control
procedures represent effective tools for enhancing interactive systems
and achieving customer satisfaction. Moreover, the study supports
decision-makers in the private sector by enhancing their capabilities to
design and implement integrated digital projects that align with and
support Saudi Vision 2030.

Keywords: Project management; Customer experience; Control
and performance management; Monitoring; Execution; Planning;
Organizing; Interactive systems; Saudi private sector; Digital
transformation.
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