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ABSTRACT

The current research aims to highlight the role played by marketing activity in achieving marketing
agility by adopting innovative marketing tools represented by (customer experience management), which
is a major pillar for any organization seeking to interact with its customers, as it is considered an
important means to achieve marketing excellence in various sectors, as well It is a strategic approach for
the participation of customers in defining the marketing direction and building a mental status for the
organization in their minds through the long-term benefits achieved for the organization, which leads to
achieving marketing agility.

Thus, the main research problem lies in testing the impact of customer experience management on
marketing agility. To achieve this, the researchers relied on measuring customer experience management,
which was measured in four dimensions represented by (customer interaction, human resources, website,
service delivery process) and marketing agility in four dimensions (sensing, speed, flexibility, response)
and the analytical descriptive approach was used, and to reach the desired results of the research, we
relied on the available studies, research and books that dealt with the current research variables to build
the theoretical and methodological frameworks for them, and in the field test of the opinions of
administrators in private hospitals in the Kurdistan Region of Iraq, Private hospitals in the Kurdistan
Region of lIrag were chosen to test the research hypotheses, while the research community was
represented by the administrative leaders in those hospitals, who numbered (930) individuals, and the
research applied the random sample (315), and the sample achieved (33.8%) of the total research
community, and to test In this research, the questionnaire was designed to collect data that included
several measures drawn from previous studies that were modified and redesigned to suit the requirements
of the current research and then presented to a group of experts, while the statistical analysis of the data
was carried out using the statistical software (SPSS V.26) and according to the number of One of the
statistical indicators that formed the basis for presenting and discussing the results of the field analysis, as
it included (315) directors of private hospitals, their assistants and heads of departments.

One of the most prominent conclusions of the research is that customer experience management
includes every aspect of the organization, such as products, promotion, packaging, pricing, ease of use,
reliability, reliability, including the quality of customer service, so | found that the process of managing
customer experience requires Organizations allocate resources and expertise to determine this potential
competency i.e. knowledge of customer experience.

KEYWORDS: customer experience management, customer interaction, human resources, website,
service delivery process, marketing agility, sensing, speed, flexibility, responsiveness.
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