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Abstract

This study aims to investigate the effect of integrating operational marketing with
customer experience on the development of hospitality services at Saudi airport terminals. The
study identifies the level of operational marketing practices across seven dimensions: service
design and development, pricing and value management, distribution and touchpoint
management, marketing communication and promotion, people management and human
interaction, process and procedure management, and physical environment and space design.
A descriptive-analytical approach was adopted, and a questionnaire was administered to a
valid sample of 384 passengers at King Abdulaziz International Airport in Jeddah, King Khalid
International Airport in Riyadh, and Prince Mohammad bin Abdulaziz International Airport in
Madinah. Data were analyzed using SPSS through multiple and simple linear regression,
Pearson correlation coefficients, and Cronbach's alpha reliability tests. The findings revealed a
statistically significant effect ((t<0.05) of operational marketing dimensions collectively on
hospitality service development, with the seven dimensions explaining approximately 71.7%
of the variance in the dependent variable. People management emerged as the most
influential dimension, whereas pricing exhibited the weakest, though still significant, effect.
The study recommends enhancing staff training programs, adopting artificial intelligence
systems to personalize the passenger experience, and revising pricing policies within airport

terminals.

Keywords: Operational Marketing, Customer Experience, Hospitality Services, Saudi

Airports, Passenger Satisfaction.
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