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Abstract

This study aimed to identify the role of Digital Customer Relationship Management (CRM) and
itsimpact on achieving consumer satisfaction in the e-commerce sector, specifically focusing on
online stores in the Kingdom of Saudi Arabia. The study employed a descriptive-analytical
approach, deemed most suitable for the nature of the topic, and utilized a questionnaire as the
primary data collection tool from a random sample of e-commerce users in the Kingdom. The
study explored several dimensions of Digital CRM, including digital transformation, the role of
data analytics, the digital consumer experience, and digital trust. The findings revealed a
statistically significant relationship between the implementation of Digital CRM strategies and
increased consumer satisfaction. Furthermore, the results demonstrated that the quality of the
digital experience, the availability of continuous technical support, and trust in data security are
among the most influential factors in customer loyalty and repeat purchases. The study
concluded with a set of recommendations for online stores, emphasizing the need to invest in
customer behavior analysis technologies and personalize services to enhance competitiveness

in the Saudi market.

Keywords: Digital Customer Relationship Management (CRM), Consumer Satisfaction, E-

commerce, Kingdom of Saudi Arabia, Digital Experience, Digital Trust
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