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Abstract
The study aims to analyze the role of digital public relations in achieving the goals of the General
Secretariat of the Holy Capital, with a focus on improving the quality of services provided to
pilgrims and Umrah performers, enhancing the Islamic and Arab identity of the Holy City,
improving visitor experiences, and supporting transparency and accountability in management.
The study seeks to understand how digital public relations can be used as an effective tool to
achieve these objectives within the framework of Saudi Arabia’s Vision 2030. The study adopted
a descriptive-analytical approach, with the questionnaire serving as the primary data collection
tool. The questionnaire was designed to cover four main themes: improving the quality of services
for pilgrims and Umrah performers, strengthening the Islamic and Arab identity of the Holy City,
enhancing visitor experiences through interactive information and services, and promoting
transparency and accountability in management. The questionnaire was distributed to a sample of
110 employees from the General Secretariat of the Holy Capital, ensuring diversity in
specializations and departments to maintain sample representativeness. The results showed that
digital platforms significantly contribute to improving service quality for pilgrims and Umrah
performers through smart applications that facilitate navigation and crowd management, with high
averages in providing accurate information and reducing waiting times. Media campaigns also
helped reinforce the Islamic and Arab identity of the city by highlighting historical landmarks and
raising awareness of their religious significance. In terms of enhancing visitor experiences, tools
such as smart maps and personalized experiences stood out, though practical challenges remained
during peak periods. Regarding transparency, the results indicated that digital platforms
successfully encouraged community participation in decision-making and the publication of
performance reports, though there was a pressing need to deepen financial transparency.
Keywords: Digital public relations, service improvement, cultural identity enhancement,

administrative transparency.
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