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Abstract

The study aimed to improve the customer experience at the National Water Company by mapping
the customer journey, an applied study on the National Water Company in the Kingdom of Saudi
Arabia. The study was conducted on employees of the water company sector in Riyadh, and (70)

questionnaires were collected, and the descriptive analytical methodology was used.

The study's key findings included the company's high-quality and distinctive products. The
company's website is user-friendly and easy to navigate. Customer service and technical support
are exceptional and dedicated to meeting your needs. The company accurately understands your
requirements and provides tailored solutions. The company responds quickly to your initial
customer experience needs. The company has a dedicated team to handle initial customer needs.

The company utilizes social media to enhance the customer journey through its services.

The study recommended raising awareness among company management about the importance
of improving website and mobile application services to make them more interactive and user-
friendly for customers. It also recommended enhancing integration between internal systems to
ensure faster order processing, establishing a complaint and report tracking system that allows
customers to monitor the status of their reports and the expected processing time, conducting
regular customer satisfaction surveys to analyze their needs, and designing a promotional program

that targets specific customer segments with tailored offers tailored to their interests.

Keywords: Customers — Water Company — Customer Journey
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