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Abstract

This study aimed to identify the role of digital marketing in enhancing customer satisfaction:
a case study of a petrochemical plant in the Kingdom of Saudi Arabia. It measured the impact of
digital marketing dimensions—namely, the quality of digital marketing content, digital interaction
with customers, and the efficiency of digital marketing channels—on enhancing customer
satisfaction. The study employed a quantitative approach, using a questionnaire as the primary data
collection tool. The questionnaire was distributed to a sample of Y°7 customers of the plant. The
data were then analyzed using appropriate statistical methods to test the study hypotheses and
achieve its objectives. The results showed a statistically significant positive impact of digital
marketing on enhancing customer satisfaction. The quality of digital marketing content was
identified as one of the most influential factors in customer satisfaction, followed by the
effectiveness of digital interaction with customers, and then the efficiency of digital marketing
channels. This underscores the importance of developing the digital environment for industrial
institutions and improving the quality of electronic services provided to customers. The results also
indicated that improving the digital customer experience contributes to increased trust in the
institution, strengthens business relationships, and achieves a sustainable competitive advantage.
The study recommended developing an integrated digital marketing strategy, improving the quality
of digital content, enhancing customer interaction speed, developing digital channels, leveraging
data analytics to understand customer needs, training staff on the latest digital marketing
technologies, and conducting regular customer satisfaction assessments to support continuous
improvement in marketing performance.

Keywords: Digital marketing, customer satisfaction, digital marketing content quality, digital
customer interaction, digital marketing channel efficiency, petrochemical sector, Saudi Arabia.
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