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Abstract

This study aimed to measure the impact of Customer Experience Management, through its
four dimensions—Digital Interaction Management, Service Interaction Management, Physical
Environment Management, and Communication and Follow-up Management—on enhancing
beneficiary loyalty at the National Housing Company (NHC) in the Kingdom of Saudi Arabia.
The study adopted the descriptive-analytical approach, using a questionnaire as the primary
data collection instrument. A total of (420) questionnaires were distributed to the company’s
beneficiaries, of which (389) were retrieved, and (367) were valid for statistical analysis. Data
were processed using the Statistical Package for the Social Sciences (SPSS), through means,
standard deviations, correlation coefficients, and simple and multiple regression analyses.

The study concluded that there is a statistically significant impact at the significance level
(a < 0.05) of Customer Experience Management—with its combined dimensions—on
enhancing beneficiary loyalty, as these dimensions explained (70.9%) of the variance in the
dependent variable. Communication and Follow-up Management ranked first in terms of
influence, followed by Service Interaction Management, then Digital Interaction Management,
and finally Physical Environment Management. Results also indicated that the overall levels of
both Customer Experience Management and beneficiary loyalty were high. The study
recommended strengthening the proactive communication system with beneficiaries,
developing complaint-handling mechanisms, redesigning loyalty programs to include intrinsic
values, qualifying human cadres, investing in data analytics to personalize the experience, and
comprehensively mapping the beneficiary journey.

Keywords: Customer Experience Management, Beneficiary Loyalty, Digital Interaction
Management, Service Interaction Management, Physical Environment Management,
Communication and Follow-up Management, National Housing Company.
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