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Abstract
This research seeks to clarify the role played by the customer's voice
represented by its dimensions in achieving sustainable competitive advantage
represented by its dimensions through the mediating role of strategic monitoring,
represented by its dimensions. The two variables (customer voice and sustainable
competitive advantage). For this reason, the study adopted the descriptive
analytical approach, which allows the researcher to describe the problem, collect
data about it, and then analyze it. The importance of the study lies in the fact that
it is the first of its kind, which deals with this subject with its three variables in
an attempt to describe the reality and address the problems facing the sustainable
competitive advantage, by surveying the opinions of a number of employees in
Noor Al Kafeel Company, and to achieve this goal the simple random sampling
method was used to distribute a questionnaire A questionnaire was prepared for
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this purpose by (132) questionnaires, and the study adopted the questionnaire
form to collect the required data by (51) items distributed among the three study
variables. The research tested three main hypotheses to reveal the influence
relationships between its variables by adopting the outputs of the statistical
program (Smart Pls). The study concluded that the result of relying on the
customer’s voice and meeting their needs and desires in Noor Al Kafeel
Company led to making the customer’s voice a positive moral impact on the
sustainable competitive advantage, meaning the greater the dependence on the
voice of the customer and knowing their needs and fulfilling their desires in Noor
Al Kafeel Company investigated, the greater the chance of achieving an
advantage. Sustainable competitiveness compared to other competitors. Also, it
was found that there is a positive significant effect of strategic monitoring on the
sustainable competitive advantage. As well as the existence of an interactive
effect of strategic monitoring in the relationship between the customer’s voice
and achieving sustainable competitive advantage, that is: the greater the reliance
on the dimensions of strategic monitoring at work, the higher the levels of
achieving sustainable competitive advantage, as well as the understanding, needs,
desires and expectations of customers.

Keywords: customer voice, achieving sustainable competitive advantage,
strategic monitoring.
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2. The theoretical framework and the hypotheses development

2.1. customer voice

110



Al-Ghari Journal of Faculty of Administration and Economics vol. 17 (No.4) 2021 Pp. 116- 128

Al-Ghari Journal of Faculty
of Administration and Economics

goiall Glialse skl ardiin jaas g dabiiall @bty Gilala Gabidl Aasg Goa)ll Qigaa 2n
Bac Luse oy O3 (e BaeSall 030 pan iy 4df Al yug Aabiid) Culatieg cililee (et
Dkl gt JSE LI Ly ilidige g lasialy slae) () (5250 WS Ol Liay (el J dabaial)
oo G clalial Al DIS e alddy gial) el el Qg , JHall Claal 8 (e cilaial
el daa g Sl Baaill A DA G S dle s agilllaiag AL Cigeal ¢ L) 3ok
Lo Laa¥) ddggend) 3 Ol Cigua g @lld e 3l . 2007 : 2 )¢(Michael & Stefan
lSoludly Caflpall o IS all Ao L) A giaal) & AL AS)Lba 0y8ls Jiaing ilSyal
Aol didgsual (8 ALY AS) LA 0pSL DnS Ul Leld Qe Jyo Y 3) 4S)-8lL ddlaial)
ISyl de L) Al ghual) il 3 LN R a3l Gus (e 838 ST L8l Ll il
I 3l AN Y Laalls d55lie 35580 LAl daliad) Glaal Ao jibe J<8 355 A
( Schons et al., 2020 : 510) dylail) Jlee¥) (5 A58 clalall daliadl Glaals ol
O Sl Alas g (graa 13 LaTie Al o S el g o (Ao asSl wy L Llle o SS
538 43l e Op3l) S5 PLA e ellg LAla) e ) dadll 52 o oS Os3l) Cagaa
5 (o) oIV iy IS g (6) AtV Apaanll Clalaad) 8 s Ay Boad] e
s il e LS (T g Cally o Al L) 6 oVl o (598 e il o
.(Bharadwaj et al ., 2012 : 1012 ) (syidally A8l G GlEal) 5)la) 2088 Joa clald]
(Fehlman&Kranich, 2012: 2) ayxg
Ladidl) Laxdl) o) Zaled olad agilaiad (s3e ol agilalin) e AL jueiad) e sl Cipaa
Sy AV Gl e Lyt s DL o) e laia¥) Jealsill Sy Jia (3 5200 A8 8 (g
Béal) ;<3 elly ) dslaall . lgilatia 53sa Cpandy manaill Cilidee 8 35,40 2e b of Lgild (ge
A5l olas Ll Agaall LKLl e Bl 5o sl s of (2018 ¢ 1:& Sabadie
) $250 Lae oIl Jlacaly dandl) a2 hBY Sail¥) eyl Afgall LS,
g pula paaie O3l Cigaa e Lash . SV digall aalilgis IS slas HSY agalil
L 2018:) Al dulaiadd Slslisg daxdll (e Lia)l pie e Jabaill die 4] sla¥) deail) 3930 e
-(Mohd Ishar 4
LeS Lajlad) oS Lt (cshalan 2017) [lal ) alad Gl o3l cpal of @bl e 3ke
Sl ails Jla) e 1536S of Olgenall o angy G LT ilala g of 2 clalal)
Sl eVl bl ol 2aas ) Jalgall Adpea gl il Gelainall ) agie collall clgu
e o s cAalanall b dseal )51 SIS) G sl g aslalag alalYly (sl agd 2a 13)
DAY el aa AL Y LA clieys clalial e 55 5 daaal o of A4

111



Al-Ghari Journal of Faculty of Administration and Economics vol. 17 (No.4) 2021 Pp. 116- 128

Al-Ghari Journal of Faculty
of Administration and Economics

(Minculete & Chisega-dlee¥) 7 las () (5355 A lgal) ags) chossse Y dpaal
2014 : 225):Negrila

Bl el 2 LI il kst Lial) e dlle daps Gl3 o dead 3550 538 o rabdl 2
Gl Jans Gl @iy Gass o - G e Aagd A8l sty cilamiall il dseaY)
SA P e Ll ilae) (3 4580 o g A il o) deadll 395l (palia
1580 aelunw Lae Ldlae slimy) dad (e coalia Jale e (gaydg dandll 5asa (et Lo
. 2010 = 45 )¢(Hanif et al l¢Dlay Lalany) e dilgall

Leal 35m Al ulae 5l Ganlie dlbiar GsSE1 (go3l) Lobens dsna Cilafinay SISE @ cilabgdl) .3
a8 sl egg e sl laaany ddlaa) Lol cledgill )l i) elof Ayl saga 2
e Gl i Ol Liay sl Lgalis] 8 el dindl Le Wl donlan) 050
S adg e ae 43)Ralls dalaiall 4 A ziial (ggiasal Aagis Juany Liajlli agiladgs
745 (Madi) sl Cladsi agh &3 13 (enilly Aaliiall 25lsll e diaall Sliling agle Jyeanl)
(:2017

A L) s B (e sl gl JalSl L)) (s 8 dadaial) cana of = alaal) 4
038 Bln AalaY g yuial) ilgall Biny (2 ISl miiall e Lgale Jyemnl) 3 O3l ey
sl 2 13le iy 1305 Jedad) By5mm 45 s Lo IS (L eldag] Aalaidll e oy dalaial)
(102 :2013 «gslual) & L3 JI) Leisny A dadll jale Al i

2.2. The impact of the customer’'s voice on sustainable competitive
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2.3. The impact of strategic monitoring on sustainable competitive
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