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Abstract

This study aimed to analyze the impact of effective customer targeting on improving
customer services at the Electrical Industries Company in Dammam, with a particular focus
on the integration of customer relationship management and supply chain management as
a mechanism for reducing complaints, improving profitability, and strengthening customer
retention. The study adopted a descriptive—analytical case study approach. It relied on
secondary data available in company records, the customer relationship management
system, and the official website, in addition to field visits and structured forms completed
by relevant staff members. To diagnose operational bottlenecks, the study used value
stream mapping and a set of quantitative indicators, including value—-added time, non-
value—added time, waiting time, and service efficiency. The findings showed that the core
problem lies in the weak alignment between marketing and supply chain processes. Nearly
40% of customer complaints were linked to supply-related problems and delivery delays,
while service efficiency was estimated at only 35%. The results also revealed weakness in
promotional targeting, as only a limited proportion of marketing staff were actively
concerned with attracting customers, alongside a noticeable neglect of digital promotion
channels. The study concludes that effective customer targeting cannot be achieved
through promotion alone; rather, it requires an updated customer information base, active
communication channels, more accurate demand forecasting, faster complaint handling,
and the integration of customer satisfaction indicators with operational performance
measures. The study recommends adopting an integrated CRM-SCM framework,
strengthening digital promotion, and improving follow—-up systems and after—sales service

to support sustainable competitiveness.

Keywords: effective targeting, customer services, customer relationship

management, supply chain, Electrical Industries Company.
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