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Abstract:

This study examines the role of Customer Experience Management in
enhancing public service quality through a case study of a national railway
transport company. Using a qualitative approach, a semi-structured interview was
conducted with the Head of the Quality Control Department, a key actor in
designing and implementing quality improvement policies.

Findings reveal a clear positive impact of Customer Experience
Management on service quality by aligning services with customers’ needs and
expectations. Adopting a holistic approach contributes to improved service
performance and higher customer satisfaction, despite operational and
organizational challenges.

KeyWords: Customer Experience Management; Service Quality; Public Services;
National Railway Transport Company.
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