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Abstract

This study aims to investigate the impact of Customer Experience Management
on achieving competitive advantage in hospitality establishments in the two holy
cities of Makkah and Al-Madinah (Haramain hospitality), through a field study
conducted on a sample of guests in hotels and luxury hotel apartments in the two
holy cities. The study employed the descriptive-analytical approach, and used a
questionnaire as the primary data collection tool from a stratified random sample
of 176 guests from hospitality establishments in Makkah and Al-Madinah. The
questionnaire consisted of 48 items distributed across eight dimensions: five
dimensions for Customer Experience Management including strategic
understanding of customer needs, touchpoint design, full customer experience
activation, satisfaction measurement and loyalty enhancement, and competitive
differentiation through experience; and three dimensions for Competitive
Advantage including excellence in products and services, operational efficiency,
and innovation and responsiveness. A five-point Likert scale was used, and the
validity and reliability of the instrument were verified using Exploratory Factor
Analysis and Cronbach’s Alpha. Statistical analyses were conducted using SPSS
v.29 at a significance level of a = 0.05. The results revealed a positive and
statistically significant impact of Customer Experience Management on the
competitive advantage of Haramain hospitality establishments, as multiple
regression analysis indicated that Customer Experience Management explains
40.6% of the variance in competitive advantage (R*>=0.406, F =23.26, p<0.001).
The touchpoint design dimension emerged as the strongest predictor (f = 0.237),
followed by full customer experience activation (f = 0.234), competitive
differentiation through experience (B = 0.232), satisfaction measurement and
loyalty enhancement (f = 0.179), and finally strategic understanding of customer
needs (f = 0.146). Cronbach’s Alpha coefficients demonstrated high reliability
ranging from 0.809 to 0.954 across all dimensions, and factor analysis confirmed
excellent construct validity (KMO = 0.912, p < 0.001). Tests of differences
showed no statistically significant differences attributable to gender, age,
education, occupation, establishment type, or city, with the exception of a single
significant difference based on purpose of visit. Customer Experience
Management represents a strategic driver for achieving competitive advantage in
Haramain hospitality establishments, and the ranking of dimensions highlights the
importance of touchpoint design and experience activation as top strategic
priorities. The study recommends developing comprehensive guest journey maps,
integrating customer experience criteria into Saudi hotel classification systems,
and creating specialized training programs for employees in the Haramain
hospitality sector.

Keywords: Customer Experience Management, Competitive Advantage,
Hospitality Establishments, Haramain Hospitality, Saudi Vision 2030
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