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Abstract:

The study aimed to identify the role of sustainable customer
relationship management on sustainable customer satisfaction, as
applied to Al Rajhi Bank in the Kingdom of Saudi Arabia. To
verify this, a survey form was designed and distributed on social
media sites to identify the opinions of Al Rajhi Bank customers
about the dimensions of sustainable customer relationship
management used by the bank, which can affect their sustainable
satisfaction. The study sample amounted to (384) customers. The
study concluded that the quality and validity of the proposed
model were good, as it showed high levels of internal consistency
and high stability for all study variables. The study also proved
that 91% of the variance in the sustainable customer satisfaction
variable was explained by the dimensions of sustainable
customer relationship management, which confirmed the high
efficiency of the proposed model. The study also concluded a
statistically significant positive effect of the dimensions of
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sustainable customer relationship management (sustainable
customer  orientation, sustainable customer knowledge
management, sustainable technology-based customer relationship
management, sustainable customer relationship management
organization) on sustainable customer satisfaction.

Keywords: Sustainable customer relationship management,
sustainability, sustainable customer satisfaction, Al Rajhi Bank,
Kingdom of Saudi Arabia.
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