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Customer Experience Management as Innovative Marketing

Tool to Achieve Competitive Advantage

Abstract

The current research aims to highlight the role played by marketing activity in
achieving competitive advantage by adopting an innovative marketing tool,
Customer Experience Management (CEM), which is the main pillar of any
organization seeking to interact with customers. It is also a strategic approach to
involve customers in determining marketing trends And the establishment of a
distinct mental status of the organization in their minds through the long-term
benefits achieved by the Organization and leading to the achievement of competitive
advantage, and research was taken from the Cork company of Mobile
Communications in Iraq field applied to him, and adopted the research descriptive
analytical method in the test hypothesis. The research reached a number of
conclusions, the most important of which is that the research company adopts the
low cost strategy option more than it seeks to adopt the differentiation strategy by
developing its relationship with customers to reduce the cost of maintaining them
and enhancing its market share to stand up against competitors and to submit
package of proposals to the researched organization in order to enhance its
advantage Competitiveness in the market, most notably the company need to adopt
the services price provided as a basis to compete with other companies in the
market, through the dissemination of information contributes to the construction
of price expertise for customers.
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