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Abstract:

This study aims to analyze the role of Digital Customer Relationship Management (Digital
CRM) systems in enhancing the competitive advantage of software companies in the
Kingdom of Saudi Arabia. The research employed a descriptive analytical methodology, and
data were collected from a purposive sample of 100 employees across various departments
involved in the implementation and use of Digital CRM systems. The findings reveal that
Digital CRM significantly contributes to improving service quality, fostering innovation,
enhancing technical excellence, and increasing customer satisfaction and loyalty—all of
which strengthen the competitive advantage of software companies. Results also indicate that
successful CRM implementation depends on technological readiness, system integration,
employees’ digital competencies, and the effective analysis of customer data. Despite these
benefits, companies face several challenges, including technical integration difficulties, data
privacy and cybersecurity risks, employee resistance to digital change, and scalability
limitations within rapidly growing software environments. The study recommends investing
in advanced data analytics and artificial intelligence, enhancing employees’ digital skills,
strengthening information security measures, and adopting scalable cloud-based CRM

solutions capable of supporting ongoing innovation and sustainable competitive advantage.
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