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Abstract

This study aimed to explore customer relationship management (CRM) with its
dimensions (service quality, customer satisfaction, and customer loyalty) and its impact on
boosting sales in the competitive Saudi markets. It examined the extent to which service

quality and customer satisfaction influence sales growth in these markets. The study used a

descriptive-analytical method, employing simple random sampling to gather data through a

questionnaire. The sample consisted of 456 respondents who completed the survey.

The results indicated a high level of CRM across its dimensions (service quality,
customer satisfaction, and customer loyalty) within food product companies in Saudi Arabia,
as well as a very high ability of these companies to enhance sales in the competitive Saudi
markets. The study demonstrated a statistically significant positive impact of CRM on sales

growth in these markets.

The study recommended that food product companies in Saudi Arabia should focus
on providing all resources necessary to maintain their high level of CRM. Additionally, it
suggested raising awareness among companies in Saudi Arabia about the importance of

enhancing CRM levels.

Keywords: Customer Relationship, Sales Growth, Competitive Markets.




ZPOL PO

8oLy @ wlasll Loy s ol y ,37.(2022) dama @il Jad¥ g ¢ o cabole (s ¢ ol oo
Slelyall @ilfys e Adadas 2l ilagdl odie Hlas &g (0 IS8l 48wl Laxl)
381 - 419, «1¢ 9z luwlyly ley S Apatl cdaudd 2 dlza. 552 ¢ llady d,5003])
http://search.mandumah.com/Record/1364766 14 S

Sleall ae A8Mall 55l5] .(2020) dazme e ylliie oaadll 5l Cals dasl ady caesd
polall dlzma. asboysll 4399 § Byliall edas o Fadatlly e Mol daid 3l J5uaS L AST)
oo amAaal2s 136. e 2z yla¥ly Ll
http://search.mandumah.com/Record/1153877

Aeudlall B3l 5u5a7 3 dedll ZAGa 195 .(2021) psle yad cOlree 9 e2y9 P (s (55 d]]
& Wl ol p s liey yd 3 clandl getie e Rine o Bulilas Balys el il
o0 aisd2S - 4450 gabe 3z elaiall clabll e sl
http://search.mandumah.com/Record/1162579

Aewsls 3 odheadl ae 28NSl Byls) ,31).2017) lagllae «0ols 9 (s el (5
8 25785 Ay (5150l Lemliadl SN (o e By s Aol il
oo e Ay Ay by els dal> (Bypdde
http://search.mandumah.com/Record/1007922

Slucwgall Slaed) 9,5 (2022) 2ads zlxdl 5 (Abse 85 (Gogain (JWl les (p
418- . 25 Sze catplly sLazs¥l Alma. Ay3lmdl lucsll (e Hisnd Builiine Aalys 1315l

http://search.mandumah.com/Record/1325230 s a2 Auned34.




Sluwgald Slaed! 79,5 .(2022) dads zlxll 9 Abge 3as (sossain (Jll Glee (p
418 . 25 Sz ciully slaid¥l Alma. B 5liamdl bl (o Aiead Biloige Falys il 20l
http://search.mandumah.com/Record/1325230 40 > Auned34.

5oLy e Lo AT oY) Auleld (gn .(20271) . SMhs slie Jole ¢ 2b 9 ciamal el (oLl
ey Aledll Jlell e dslage s slaan¥l Juolgall adlas alusiwly alagdl 4l
oo amslae266 - 288. 34y el dlmelwd - Lulb
http://search.mandumah.com/Record/1218224

105930) ae A8t Byl e Gig ASTY adoll alusiul (31.(2021) 39 48 clhad g Wla 15>
B «JlecHly JUI slazsl Bore. 5,5y $lrall il BDL Zuloell Zoaiall ey Al 2l
http://search.mandumah.com/Record/1174040:y» > Aue121-138. ¢

2 3489 Ladnies 595.(2022) alillae uudl dames coasl 9 cctezelloiee Sgama Cradll  cyuics
Alma. 2022 (3lgaadly 2yl 8,2 (o e e Al By ibanel 83L5 3 Bdsgradll
o8 aAwe193 - 226 (20 demdly olahald o pad dadl
http://search.mandumah.com/Record/1326785

el Al dulys @dgudl Lozl 5ol 3 mudls g l¥l 593 .(2017) ady Olom 390>
oo amAaa72S - 747 1y B daly Ayladll claball delall
http://search.mandumah.com/Record/863284

ALud ¥ lalyald 205l Al 5L e Zaig ASTYI A8Ma) 3y15) (2019) Aadad (5o

http://search.mandumah.com/Record/1084096 s p>7une373-390. « 2¢ Ize

BJLI)' ‘3 Qjﬁﬁ}y‘ )L@}y‘ )‘9.)) 2021) SO gt 4‘:5_“' 9 ‘w‘i oo c;.l.jlg ‘6)51 L‘L\JIS‘ ﬁJL&

b Wby (89 - el g e duwdl Aloue dwlys 1 @olaid ¥ Luwill Olage
Y 22 Ao .43y sy - CL’).A ‘5,\44\_5, daols> ‘(E‘)j_:;dﬁ e

http://search.mandumah.com/Record/1441344




il Al ose Alys 1 £laiz¥ ] Lo lgtll adlgag s Maall 48Me 8,15].(2021) e laal 591850
oo amAwe®2 - 100, g Bze Bledly AU e &l
http://search.mandumah.com/Record/1200966

o Saadl e A5Madl 8yl 3 il Lelaitll 193). 2018) Alye 7 Ladl c3goma (9 § okoma «(63L5
Aaals (ipii 8 o ALy (s 3Laly olS0l s Asilnl] 3,201 Ao 2
http://search.mandumah.com/Record/1148796:y» e AUdyg (ddyg- lie iold
G 0939 Fluall gadl ol (2018) @Il tsls piua ¢ gobiwsdl 9 Bja> oy ¢(§radidl
51¥1 A, Laagl Blme 4S54 3 Audadat Al 35,40 gasadl aully clacdl may
oo amAue22S 238, 165 Al elazdl
http://search.mandumah.com/Record/938052

e Apedllaial dulys inlagdl 8505 (4 Loyl Alaladl 8592l 8515) (2021) cnus daa <08
sl e, 155 /350l Z3lall gy ol (einySN) 352 Al sl oo e
o0 amAws27 - 5T 1y M dsbaxi¥ly Ayl aslall  S)S
http://search.mandumah.com/Record/1267155

Lysall clislell alagial ,31). 2021) Adas die Caugs oy 9 cJucloss] 390z Lo o Ju=S
sl Jls> Lslall Zuidaulsll cNLasYl 35,4 Ul dals bl e 5l e
oo padue B3 (B3) kWl Aasldl  (Bgdde e twele Al (53¢

http://search.mandumah.com/Record/1360718

Sladl 48,3 L_? Qjﬂﬁ?‘ Egﬂ‘ )Si) 2017) . b Cpu> oy 9 ‘L“,l.c el aedl (Jale

0938 Wl (62016 - 32010 : Al (Bagasll whlwdd slix 45,2) (e Adpdas Ay
oo adee ol Al AL gl Al Amele (8ysdide

http://search.mandumah.com/Record/845188




Slags 0Ly (e B Lewd! dousl) 45500 5594l ,i1.(2020) 5o Aol 9 Bacd (B9
bze WJlee¥ Blolazsy 8ol Alzma. 7 Leaadl o 8 e Lead Al> Ay 18> Lewedl G|

http://search.mandumah.com/Record/1205409 ;s 2> w266 - 280. « 4¢
e Ao lage dulys ideustl Bag L§.“LE_>_T‘._§ ¢ aall e A8Mall 5yla] 595 (2023) .uxle BYSRYETT ]

A5z (slazs¥l aslall alili ol Zasls Alme. yugbyls Wadles § Lyletl] )l

http://search.mandumah.com/Record/1403498 s r>ue127-170. <19







MIDC)C:EA|

UNIVEDSIT\’I

Ol 3yloun!

A)'\Sﬁj c&\ :b?')j (.g.:l.c eM‘

c-bvjww”-

S Sl pias o Ty sVaall ae BUI 8y13) 3 Js dlys sl ot L) o5k

3.3.)}9.«-‘\ Al é\}wiﬂ\

St Jgad) Ll ol g ao06 Alall @13 alaall 3l deakal) 2all a (SG U T ko
SOl sl oS IS e ) (LY Bl Sleglall g5 (3 saelllly Osall e

e KA (RPE T

o of Ll Ol s axws (3 S @ atleadl sy Sl L4 Soad sl
s 212l pad s g (el B oz oS e Jgad) i &) UL

Al els O] BLaST Jl aal,adl ods il (S3a51 Cogany el

plily pidd) G Jgdy 19hliadsy




S50 slean¥igaill

2 40 e J51-30 5al] 2030 o JEI0 fpealidzall 2

S 20050 o [ 2 50 e 5T — 40 cyal]

Lawgie 0 lall Jagkl -3

prusle ]




Oty glaa Wil

LAY il el 8 (V) 3L pda ¢ e Dlandl e 28311 5 l0) 1SV ) sl v

doudll Aol 5ag>
el Bzt sl dadl oleid | Gl€yd oig
LeSload Lelamiie ol § Bg2 gtus
Siui pd gty A liadl olaud | oi,d ei¢
Lplmtio £ 51 G Az sdgiSall cad Ll
CE A PAREL [ FEAPSH A FEN (SO JEPPES DK
sMeadl Silityg 3193l § i)
S6yd des Lple Jyazm I Sloasl!
ol b | e pe M as i) ooloeid |
a29s Al dadl lmid | SISk agds
e dgaacel] LIS o Koy I Jalacill
5545 dylsls dpele oDlage 95 Cadlga

s Sy Slensedl auds § palud

Lasla Al il ol | iS5t eShas
Aolmb Lie Ggdumiy

1 Lasls 2l iadl sl | @S, d ad
YIS P PP SYRCA P T I  PIF YOt |

8yt gy




Bueld doliall olmid| &lSyd auseiud

eMeadl e b il s> laglany wbily

Hglal 413l Slaiil| Syl Jaas

eShaall e Llizll Ggiai
Lelens agliad) oolemiid | SIS pdo puas
48| g 8y Ledland

Mol L
Loy 48 paay daldad! ooleid | &84 @i
o Aouill clossed! e +Sleall
Azt A1 did) olril | &y edlas yada
rlelai g
i A3l J ) sl | S8y ¢ Shas L,
e Jaladd! 5l paiad (guuts
S9lSad ag it ol | o83 cmind
S99 S e Meadl ol (A8
Al add) olmill s sShes yoad

et Lol g (oo i el




LAY Candiall wapal) b (V) 5LE) g ecilasall 3y 3 G saall v

4O pd g Al datl oleuld) IS4 @i
Lelziin (0 ¢ Mead! Sldlate

e e auldad) aileid QIS4 Joas
Slegrasd! Jio dazmigys po9ye

A8 yoy Al dall Slmid| &I854 o943
e oMlesll il Jul=ig
il Al dad) Sletd | &858 o 945
ool gl Jilug se Adsgud Cilas
SFlaix|

e Jeally RalIsl) i) i yd i
el il | 25K e gia Silylis A9
e Sleat! e Mnss

PURTE PP AR EL | JUAF S HCA 39. I PEY
2Meall 5939 Joladg 83lien datd dais
ol il L | Bylnialy

LA PER{RES QUAP LTRSS Y-
aloell bl el ly el aeizell Sildlas
g Leiwd s 4ol dall ol | €54 oig

Sheall e ¥




O e sl dadl bl oS, Jaad
e loatdl & yoms

oo aSTL 2 0A) oolmiid | @6y p gds
slgbly SligShI ¢y BIS ¢ 9550 ,01 g3
i iy adgrl | cullall dudald Aol

algd!

(ﬁ‘j\-‘"‘)’\j ﬁ.\.&'ﬁ‘ uaj\:’- &




Mid-Ocean University

College of Management

Department of risk management

Managing the relationship with customers and its impact on

enhancing sales in the competitive Saudi markets

Preparation: Eng. Faisal Alanazi

Supervision:
Dr. Asmaa Abo Anzah
Dr. Engy Hassan Nashat

1446 — 2024




