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Abstract

This study seeks to examine the role of Customer Relationship Management (CRM) and its
dimensions—namely customer acquisition, customer retention, service quality, trust in
interactions, and the utilization of technology—in enhancing customer satisfaction,
measured through its dimensions: service delivery, responsiveness, quality, and perceived
value, within Yemen Mobile Company. To achieve the research objectives and test the
proposed hypotheses, the descriptive-analytical approach was employed. Data were
collected through a structured questionnaire distributed to a simple random sample of 384
customers of Yemen Mobile. The collected data were analyzed using the Statistical Package
for the Social Sciences (SPSS). The findings of the study indicate that the level of CRM
practices at Yemen Mobile was assessed as moderate by the sample, and customer
satisfaction was likewise found to be moderate. Moreover, the results demonstrate a
statistically significant impact of CRM on enhancing customer satisfaction at Yemen
Mobile. Based on these findings, the study provides several key recommendations,
including: Strengthening customer acquisition strategies through improving marketing
campaigns and expanding competitive offers to attract new market segments.Developing
effective mechanisms and programs for customer retention, such as loyalty programs and
periodic follow-ups of customer experiences after subscription. Enhancing the
competitiveness of service pricing to ensure greater value compared to competitors.
Emphasizing the adoption and advancement of technology, given its crucial role in
improving customer satisfaction.

Key Words: Customer Relationship Management, Customer Satisfaction , Yemen Mobile.
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