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Abstract

This study aimed to identify the effectiveness of Customer Relationship Management
(CRM) with its various dimensions (customer focus, CRM organization, knowledge
management, and technology used) in achieving the sustainability of hotel service projects in
its three dimensions (economic, social, and environmental) in the Kingdom of Saudi Arabia.
The study adopted the descriptive analytical approach, and the questionnaire was used as the
main tool for data collection. It was distributed to a sample of (364) employees working in
hotels located in the main cities of the Kingdom (Riyadh, Jeddah, Makkah, Madinah, and
Dammam). The data were analyzed using SPSS software.

The study reached several results, most notably: the presence of a high level of CRM
practices application in Saudi hotels with an arithmetic mean of (4.06), and a high level of hotel
project sustainability with an arithmetic mean of (4.02). The results also proved the existence
of a statistically significant effect of CRM with its dimensions on the sustainability of hotel
service projects, as these dimensions explained (77.1%) of the variance in the dependent
variable. The customer focus dimension was the most influential, followed by knowledge
management, then technology used, and finally CRM organization. The study recommended
the necessity of strategically adopting the customer focus philosophy, developing integrated
systems for customer knowledge management, investing in modern technological
infrastructure, and adopting the concept of sustainable CRM, in support of the directions of
Saudi Vision 2030 in developing the tourism and hospitality sector.

Keywords: Customer Relationship Management, Project Sustainability, Hotel Services,
Customer Focus, Knowledge Management, Saudi Arabia, Vision 2030.
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