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Abstract: Islamic banks, like other institutions, seek to develop new products and services and
then deliver them to the largest segment of society. In light of the highly competitive business
environment, attention to products is no longer sufficient to satisfy and maintain customers.
Therefore, these banks have to manage customers’ purchasing journeys in order to improve their
experiences. This study came with the aim of knowing the extent to which Islamic banks can rely
on creative marketing as a mechanism to improve their customers’ experience, given the
important role that creative marketing plays in finding innovative marketing solutions. For this
purpose, the descriptive analytical approach was adopted to diagnose the ways Islamic banks
adopt creative marketing and the results of this process on the customers experiences. It was
finally concluded that there are two types of customer experiences in Islamic banks, personal and
digital customer experience. Moreover, creative marketing has an important role in improving both
of the experiences, either by adding creative solutions as much as possible to the various
elements of the marketing mix in Islamic banks, Or by relying on modern technology at every
touch—point between the Islamic bank and the customer.

Keywords: Innovative Marketing, Customer Experience, Islamic banks.
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