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Abstract

This study aims to identify the impact of relationship marketing in its
dimensions (communication< commitment¢ trust¢ empathy¢« mutuality¢
shared value¢ conflict management) in gaining and maintaining customer
satisfaction and loyalty in the business sector in the Kingdom of Saudi
Arabia. It also aims to know the extent to which these companies apply

The concept of relationship marketing.

The study population consists of customers of Saudi Telecom companies
who have dealt with the company for more than five years. Given the
capacity of the study population¢ the facilitated sampling method was
used. The questionnaire was designed using Google Form and then the
questionnaire was distributed electronically. /102/ responses were

obtained.

The study concluded that the level of practicing relationship marketing
activities in Saudi telecommunications companies is good¢ and the level

of customer satisfaction and loyalty is good in general. The study also
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found that there is a positive and direct effect of relationship marketing

on customer loyalty and satisfaction.

The study concluded by presenting a set of recommendations¢ most
notably: the necessity of adopting the relationship marketing philosophy
in Saudi telecom companies and considering the relationship with
customers as a competitive advantage< with the aim of preservings
developing: sustaining and enhancing the company’s relationship with its
customers by providing services that meet and exceed their expectations
and achieve added value for both parties¢ to reach customer satisfaction.
And gain their loyalty¢ thus ensuring competition and survival in the
market; In addition to the need to realize that the customer is the
company's most important asset¢ not the service it provides¢ and thus

focus on the relationship with customers and its quality.

Keywords: relationship marketing¢ loyalty« satisfaction< Saudi telecom

companies
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