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Abstract:

The impact of Customer Relationship Management (CRM) systems on enhancing customer service
within the insurance sector in the Kingdom of Saudi Arabia was explored and analyzed. Through a
combination of surveys and interviews, data were collected and analyzed to extract significant
results that shed light on customer preferences and opinions.

It became evident that there is a strong understanding of the importance of insurance services, and
a wide range of customers have interacted with CRM systems. Survey results affirm a positive role
for these systems in improving customer experience and enhancing various aspects of company
services, from response speed to personalized services and the improvement of compensation and
claims processes.

Based on these findings, it can be recommended that the adoption of CRM systems is crucial as a
fundamental tool to enhance companies’ interactions with customers in the insurance sector.
Attention should be directed towards continuously developing these systems and implementing
best technological practices, including using analytics to improve customer interactions and service
personalization.

This study underscores the importance of integrating Customer Relationship Management systems
as part of companies’ strategies in the insurance sector to achieve sustained enhancement in
customer experience and satisfaction. This, in turn, fosters success and competitiveness in this vital

sector.
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