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Abstract

The current study aimed to investigate the role of Customer Relationship Management
(CRM) with its five dimensions (Customer Knowledge, Customer Interaction, Customization,
Technology Utilization, and Customer Responsiveness) in improving the quality of hospitality
service projects, applied to hotels operating in the Kingdom of Saudi Arabia. This investigation
is conducted in light of the strategic orientations of Saudi Vision 2030, which has designated
the tourism and hospitality sector as a vital and pivotal driver of economic diversification. The
study adopted the descriptive-analytical approach and utilized a questionnaire as a tool for
collecting field data, designed to include (30) items distributed between the independent and
dependent variables. The study population consisted of employees at various administrative
levels in four- and five-star hotels operating in the Kingdom of Saudi Arabia. The sample size
was (400) individuals, from which (368) valid questionnaires were retrieved for statistical
analysis, representing a response rate of (92%). A range of statistical methods was employed
through SPSS software, including means, standard deviations, Pearson correlation coefficient,
and simple and multiple regression analyses. The results revealed a statistically significant
effect of CRM dimensions collectively on the quality of hospitality service projects, as the
independent variable dimensions explained (78.1%) of the variance in the dependent variable.
The Customization dimension ranked first in terms of impact, while the Technology Utilization
dimension ranked last. The study recommended that Saudi hotels adopt a comprehensive
strategic philosophy for CRM and integrate it with project management systems, expand
investment in modern technologies such as artificial intelligence and big data analytics, and
establish specialized units for risk management in hotel projects.

Keywords: Customer Relationship Management, Project Quality, Hospitality Services,
Hotel Sector, Kingdom of Saudi Arabia, Vision 2030.

53



el )
Ay ) gl sl

09 (2026) m\ &_1\}.\3\&.1.9 c‘).aJaJ\.J.\c g "3:‘“” dana M\ c‘)LB ‘Cj\m T YW ce:\ss\‘).a\ L]
,46Cuq cEJ‘J?\j :\_\JJ:J\ sl :\:t.\.a.xﬁ\_tﬂ\ 3):\‘0” é:js:.i @ ¢ Sazll CAEdIe E‘)\J}_j ‘;_GMLMY\ <83
http://search.mandumah.com/Record/1675391 (s g siue 46 - 29 ¢ 2¢

kil gl o liall 335 Ao hlaall Bl T (2026) dllae sl ) Gadl aeal m
59-37 ¢ 1g Tz e 315 Hhalaall 5 ))a) Alae 1 sai 40 grasll gy jel) ALaal) 3 dpsnigll
http://search.mandumah.com/Record/1679684 (» g e
A 550 35 o8 A sall o jliiall 5 AW 8 51a) (8 Ailae A ) senall ay jLiiall 28 83 g 8

%) CAJSM.A 4\3}.0 c‘ﬂja Aaala (SJ}&.}A e ‘):\:\.MALQ ‘d\.u:)) h\hﬂ\j
http://search.mandumah.com/Record/1332002
5ol e it 1 (2024) el 4 de Ddea el il 5 ey oagd 1L s
stale Al j) 03 )W (8 ol Ll S il Adpdat Al )3 a )Ll 83 g Ao A sall ay jLiall
Dr ggies B gkl GG Aads (osdie e
http://search.mandumah.com/Record/1496606
A5 I (o s 3l lEDke 3 50a) g0 (2024) .2ena0 SAla deal c‘;A:\a_ﬂ\ 5edile claa c‘;_ﬁ\JA;j\ ]
AJMJMJA\M”AA@&JJLAA\UAJM:\:\QM\:\“\JJ :\Ty})ﬂﬁy\uudaj\aépuzmn:\&
o gasiee (107 - 96 ¢ 3¢ 1dme ApdlaB®¥ly A Yl aglell S S daala
http://search.mandumah.com/Record/1527945
o aobiall 3oy Adsall puladll i1 (2022) s dead (gLl 5 canly Bape Baal s
o teale Al ) )Y 4 @Y ladl alS s e dilae dul Al a Ll 53 5a

-

(e & e S I8 BT Aol (B3
http://search.mandumah.com/Record/1305589

il s e Japes s rieS Lo Laia V) e Daall CBe 513 (2023) .Lase dene dsana ¢l m
o Ll 5 el 3 Y1 Sl gl g e (garkily 5 ST 6Y 5 e Laial) Joal 5
S1709 « 1g Az sl s Gl agall s bl yall Kpalall Alsall o gand) iy jal) dSLedl
http://search.mandumah.com/Record/1612491 (e g s 1760

2o bl 310y A all el Sadai i (2025) 268 (ol ¢ el 5 caanl dasa i ¢ S ) m
psball Ao A Sl A8y danall 5 ) 5 gyl o Adadali sl 53 1 JLiial) 82 g (e 4 yiaY)
G @i 37 - 18 ¢ 38 9me  dugldly A laYly dala@y)
http://search.mandumah.com/Record/1592701

Y e Ay SV e Slaadl G 35l 50 (2021) Lseaie dpad) (e oo 8 El
Galal) Alsall reall a5 Ben s n el Aald) S8 e bl S AL iy ol
o i 419 - 369 ¢ 28 12z dddlly Ajlaall bl all
http://search.mandumah.com/Record/1168165

54



3503) plail s sl ) 5all (2023) .ahad aAlA s llaie VAl 5 ada e saal paun gl
Amaln (ki i inenla Al ) Fumg ) e Al e slaall s 1 3 il S0 il
http://search.mandumah.com/Record/1401919 (» g s 3ad el JI

052 (2022) s a8 danl ) (o5 e 530 cciuhal s deaa o slee gl
Gl Alaa (5 pemall (5 gully Talond) S 8y o Manll Liny Ghiiad 8 Ly JiSH) cildlall 5
(e &> e 315 - 294 ‘ 4¢ ey ylaill Al
http://search.mandumah.com/Record/1334560

3y gall Gaad (8 Gl Alidle 3l 50 (2022) Ll ccpatall () 5 e le W (mua
gAY o slall ALl Gl Faala Alae A0380 (e ellia A8 5 Ala Al 53 Sl Aiad)
http://search.mandumah.com/Record/1269846 (s g e 104 - 71 ¢ 2¢ 445w
#anll CESle 3,13 52 (2024) L Bsd el (e 5 g Jall sl 5 e (es Jllae
Lpalall Aladll s b Al ) gl e Gl Jaal) 235 55 e g5 )
o e 332 - 316 ¢ 4 15z Al A)kal b pall
http://search.mandumah.com/Record/1552476

O ABal) 8 A g KTV e Dlaal) ClBSe 3 1aY Jass gll gl (2022) Axas g2 ¢ jallae
s Ay el 45 2l 5 )l S pd e Ailane Al 50 0 Liadil) oY) 5 dpuSall 3y ) 5l Al
e omage 67 -1« 3g gl R cldal
http://search.mandumah.com/Record/1387979

o BN gl sl e Ly S e Dleal) e 3l il (2022) Lo s ke
L ) Alae | jemes VLAY Sy Jeandl ded )l A8ED oy o)) g2l AEal) 33 50
e & e .589 - 527 ¢ 4¢ EEPIENA P
http://search.mandumah.com/Record/1334647

8 L ils clalil) 8 A g IV da sSal) il Gulat (2022) Lomme O s (s i Se
¢ 428 o oalall il 4y pall Alsall | el dpaly Al A 3 rleaaddl g oy jLiiall 33 ga s
http://search.mandumah.com/Record/1436117 (s aa siue 437 - 422

e SBEA 551 5 (2022) aSae ek 2 sl 5 s e 53 (o) sl
Al ) GV 8 dpaig) ALasy) a jluiial) e Al Al 50 Auiel) A0LTY) o jliiall 33 58
o easiee Bl gkl cW daals (Buedie e sl
http://search.mandumah.com/Record/1303038

rans (ppand b LI B 50 )53 (2021) e casise sl 5 can ) daal S ¢l
(O - DS aY) A el daalall (3 bk e fieale Al ) Gplauld i L) S 5
http://search.mandumah.com/Record/1349886 ( g yiusa (i

el (3a8a3 A Aai g yKIY) o3laad) CliBle 3l Hen (2023) e pale ¢ Slasdl)
dsa @aﬂ\uﬂ\mﬁ\h}:ﬂ\? Aginat Al )3 ;M (LS Callad S HA s 5l
G @i 420 - 3 o 1g 13z ddeldal) sl it
http://search.mandumah.com/Record/1385772

o il Jai oY) S (2022) (IO dene Al colaan s cielen] deal Cpandy ¢y
Al lee dads (3)sbke e pfuale L) GOV B ASLEY) o lial) Baga el
http://search.mandumah.com/Record/1429266 (» g yiue (las

55



3,laY A gall uleall S (2023) S b e 5 el e g ¢ uali (Guig e e
daludl 8 dau gidll 53 ypeaall Cile 5 pdall e dplase sl 50 1p 5 puliall 83 s (Gt 8 ay jLiiall
(e @ sise (138 - 107 ¢ 28 45z ¢ApbaBy) aslall dluls Gl drals dlae (5 ) g

http://search.mandumah.com/Record/1360199

4ial) aal sl

. Al-Gasawneh, J. A., AlZubi, K. N., Anuar, M. M., Padlee, S. F., Ul-Haque, A., & Saputra,
J. (2022). Marketing performance sustainability in the Jordanian hospitality industry: The
roles of customer relationship management and service quality. Sustainability, 14(2), 803.
Alshawabkeh, A., Kharbat, F., & Razmak, J. (2022, November). Knowledge management
role in enhancing customer relationship management in hotels industry in the UK. In 2022
Ninth International Conference on Social Networks Analysis, Management and Security
(SNAMS) (pp. 1-8). IEEE

Hayat, K., Hafeez, M., Bilal, K., & Shabbir, M. S. (2022). Interactive effects of
organizational structure and team work quality on project success in project based non
profit organizations. iIRASD Journal of Management, 4(1), 68-87

[jomah, T. L., Idemudia, C., Eyo-Udo, N. L., & Anjorin, K. F. (2024). The role of big data
analytics in customer relationship management: Strategies for improving customer
engagement and retention. World Journal of Advanced Science and Technology, 6(1), 13-
24

Ika, L. A., & Pinto, J. K. (2022). The “re-meaning” of project success: Updating and
recalibrating for a modern project management. International Journal of Project
Management, 40(7), 835-848.

Seifollahi, N., & Movahed, S. M. R. (2022). Analysis of the Effect of Customer Knowledge
on Improving the Quality of Services in the Hotel Industry with the Mediating Role of
Customer Relationship management. Public Management Researches, 15(55), 155-178.
Simpson, B., Statile, A. M., & Schondelmeyer, A. C. (2022). How to perform quality
improvement projects. Pediatrics in Review, 43(10), 549-560

56






MIDOCEAN

umi\/L—‘_.Ee5|TYII
ﬁEﬁJﬂ\LﬁJ}éﬁbeM\
Aag S AT/ py S A
¢y g Anda Al

e Baga Gl A pdlaad) ClBSe §1a) jga B Jsa Al el jals oialdl 4
43 grad) Ay ) dSlaall A (3aLAN o diiane Al 3 — ABaidl) cilaadl)

Jsanll Jabi cCanll ¢ sum gy Aliall cld dylaa) 3 yuall 5 dpalall 48 prall (po aSial L 1 ki g
ST ey o Sl JDA (g cCanll (il 2 Y Auliall Cila glaall 8 65 8 Baclusall 5 () 52l o oS
2SOk dga s e danliall AaY) e sl

aan Of Lale i) 138 L 8 aSaga 8 daalisall il 5SS ) oy S5 pumad i
Cogas g cCanll 138 (yaal pe ] yuad addieds gl g Al 4y Jaladis aSia Lgle J seand) a3 iyl
Al e ls o) LIaiS) Jla Al all 38 il oS0

al siall g paiil) gild J gy ) gladl g

58



dadldl) el oY g

il R0 sl g gl -]

430 — 40 Gl Jild 4w 30 17 el 22
Sl 3l 50 (e O 440 - 50 [

o5 NS [ ek [ alad) Jajsall -3
a\);ﬁd [] )-\-\MA: Lﬂ []

i 10— 5 e [ Jild il sies [ BeAll Gl g 4
L 15 e I Lu]5-10 e [

GEM}}SJ\JJD QXLBJ\J!D #ﬂ‘u&«.ﬁd‘ -5

A s ) [

esxi1 4 asai[15 Gaidl 48 6

59



Olasiay) ) glaa QAU

1 LAY Gaaliall @ pall (3 (V) BME) puda coSlaad) clBNle 5 1) 1 JsW) saall 48

oAl X .
e ga s Alaa dﬁ‘g\

S !
By
el 42 2l
O Alald clily ey Ao 38N La g
AAlAAl W jilaa (e 48 guia
AL B phate cilily a0 g (gaidl) Cili o)
Leludad g e Mandl ila glaa
48 guda Cd il 188, Lagh aidl) ellia
plabiial g
Taliional) 4d guua clplia) (§U5E1) G piinn
S shas el Jlo £
Jeard) 2 Jolddl)
Gl gl e AU 4B g pa (51N Jas) g
dadatia
Slaia¥) Jual i) Jilwg (o (2181 Aoy
i gaaal) g Sl b
i gl cpa Al ) 1) G Sy
gkl B lgil g g
O Ui gaudal) e Jo il e Gl (a ey
A a5 Lol 5 Aaldy)
ganaddl)
Gy diud JSI duaiada ciladd (gaidl) A28

u\lﬁ.'&
gwussbauu,ﬁ G aua)

B A g o AL (35,80 G o
A3ladA ﬁﬁﬁ
e ) 4 a0 pasadd e Gaidl) (e ay
3dlall ) Saall Ada ja
dadiiial) L gf gigal)
I B shia cilaglea aldi o Gaidl) daley
13 PR ILAL) T
b (Slilaay) plSi) iyl gaidl) cabs gy
G gaeal) pa Jaladl)

60



Uaslea Alaa (38l

ol
s !

-]
gl dadiial) il ek gaidl) aadiy
4b gua A gl
Ak &y 25 (o S gl G by
i gacall 5 Jiale
draadl dlaia)
B3eliS g Aoy L gauall cilallal aidl) cuadioy
A2 U gadal) (g glS pea (Gl Jalacy
Agloldy Lgallay g
43) i Al CDISEal 4 g8 Y pla i) a3E
48 gpa
L iy § i gaadal) il 380y (Gl algy
skl b

61



el g yall (g (1) B puda (ABAl) cilasil) Baga Cpped o N ) saall 40

1 Lady
e NI T
alea | Llaa | (39 daal)
sad ) - &l sady 2

4l clia) gally (3aidl) o Jldia a3l
Lass 3adaal)
il Jotal) craa (3B ay L WK
£ 5 gal)

L Laiadiall 45 ) gally (ail) ay e o 530
CF i gpdall Liay Gl g L (3ha
dadial) cilaadll
Lalad) 500 cilad g3 Al o liia il
Ailias dad gdad B (AN &y Ldia agd
ol diua
L8l g cilaland) 33 g2 (sl @JL&A@
Adoldy Gadl) oy Lda B jhlaad) i
Al g
pladin B 3elislly gaidl) &y jLdia audd
) gall
Bagall G (1)) Gl g Lk (3RS
datcal) g ) g

al Aa) g il Lalld 2

62



Mid Ocean University

College of Management |
MIDOCEA

UNIVERSITY II

Department of project management

The Role of Customer Relationship Management in
Improving the Quality of Hotel Service Projects — A
Field Study on Hotels in the Kingdom of Saudi
Arabia Prepared by:

Prepared by:

Main supervisor/ Second supervisor/
Dr. Al-Faisal Abdelhamid Dr. Fayez Jarad

2026 — 1448


http://www.tcpdf.org

