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Abstract (English)

Aligned with Medaushen University Requirements
Title:

The Role of Social Media Management in Expanding the Customer Base of Startups in the Kingdom of Saudi

Arabia: A Field Study

Abstract:

This study examines the role of social media management in expanding the customer base of startups in the
Kingdom of Saudi Arabia, in light of the rapid digital transformation and the widespread adoption of social
media platforms in marketing and communication activities. The research problem arises from the noticeable
gap between the extensive use of social media in Saudi society and the limited ability of many startups to utilize

these platforms professionally and systematically to achieve customer growth and sustainability.

The significance of this study lies in its academic and practical contributions. Academically, it enriches Arabic
literature related to social media management and startups. Practically, it provides insights and
recommendations that can support startups, digital marketers, and decision-makers in improving marketing
performance. The topic was selected in response to the growing need for local field studies that reflect the

actual challenges faced by Saudi startups in the digital environment.

The study adopted a descriptive analytical approach, as it is suitable for describing and analyzing the
relationship between social media management and customer base expansion. In terms of classification, the
study is a descriptive field study within the domain of digital marketing and business administration. The study
population consisted of Saudi startups using social media platforms, and a purposive random sample of (33)
respondents was selected from employees and decision-makers within these startups.
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A questionnaire was used as the primary data collection instrument, designed in accordance with the study
objectives. The questionnaire included two main dimensions: social media management and customer base
expansion. The validity and reliability of the instrument were confirmed through expert review, internal
consistency, construct validity, Cronbach’s alpha, and Holsti’s coefficient, all of which indicated high reliability

and validity levels.

The results revealed that social media platforms play a significant role in expanding the customer base of Saudi
startups. Most startups use social media to attract new customers and enhance brand awareness. The findings

also showed that content quality and timely interaction with customers are among the most influential factors
in customer acquisition. However, several challenges were identified, including intense digital competition,

limited marketing budgets, and a lack of specialized human resources.

The significance of these findings lies in demonstrating that effective social media management directly
contributes to improved marketing performance and customer growth. The results can be practically applied by
developing data-driven social media strategies, enhancing digital content quality, and integrating social media
with sales and customer service channels. The study also proposes professional scenarios and strategic

frameworks that emphasize specialized digital management and analytical decision-making.

Based on the findings, the study recommends raising awareness among entrepreneurs about the importance of
social media management, providing specialized training programs, and encouraging startups to invest in

digital marketing as a key driver for business growth and societal development.

Keywords:

Social Media Management, Startups, Customer Base Expansion, Digital Marketing, Saudi Arabia.
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