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Abstract

This study aimed to examine the impact of Customer Relationship
Management (CRM) and its four dimensions—customer acquisition,
customer retention, interaction quality, and customer lifetime value—on
achieving sustainable growth in the Saudi banking sector in line with Saudi
Vision 2030. It also sought to measure the level of CRM practices in Saudi
banks and determine the extent to which each dimension contributes to
sustainable growth. The study adopted the descriptive—analytical approach
due to its suitability for the nature and objectives of the research. A
questionnaire was designed as the main data collection instrument. The
study population consisted of employees working in the Saudi banking
sector. Based on the Krejcie and Morgan table, the appropriate sample size
was estimated at 382 respondents. A total of 450 questionnaires were
distributed, of which 398 valid responses were retrieved and statistically
analyzed. Several statistical techniques were employed, including means,
standard deviations, Pearson correlation coefficient, Cronbach’s alpha, and
simple and multiple linear regression analysis. The findings revealed a high
level of CRM implementation in Saudi banks, as well as a high level of
sustainable growth. The results also confirmed that CRM with its four
dimensions has a statistically significant effect on sustainable growth.
Among the dimensions, interaction quality was found to be the most
influential, followed by customer retention, customer acquisition, and
customer lifetime value. In light of these findings, the study recommended
strengthening interaction quality with customers, developing more effective
retention programs, utilizing modern data analytics to enhance customer
lifetime value, and linkihng CRM practices to sustainability and digital
transformation goals in Saudi banks.

Keywords: Customer Relationship Management, Customer
Acquisition, Customer Retention, Interaction Quality, Customer Lifetime
Value, Sustainable Growth, Saudi Banking Sector, Saudi Vision 2030.
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