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Abstract

This study aim to know the role of customer relationship management
programs in creating competitive advantage in Fusion Company for
internet services and communication systems.

The researcher used descriptive analytical approach to test the hypothecs
of the study, the primary data was collected via questioner which was
distributed to the sample of fusion prepaid internet customers, the sample
size consist of 333 customers and represented nearly 13% of the study
population, and the percentage of the recovery 92.5%

The study concludes the following:

— There is role of customer relationship management programs
components in creating competitive advantage by 74.35% , and there a
significant correlation between applied customer relationship
management system with technology items such as call centre ,
customer support, data mining and online services in creating
competitive advantage.

— The call centre is considered the highest component of the
technological components in customer relation management that has
contribute in creating competitive advantage by 80.19%

— The online services is the lowest component of the technological
component in customer relation managements that has contribute in
creating competitive advantage by 64.55%, as this part need more
focus and development.

— The result indicated that there is no significant difference among
respondents’ responses about creating competitive advantage due to
age« gender, academic qualification« occupation« internet speed, period
and income.

The researcher had recommended the continued development of the call

centre staff in communication and soft skills, and the importance of

checking the quality of calls, in addition to work on reduce the time the
customer stay on hold before answering his call, also the researcher

appointed to the need of intensify site visits in technical problem solving ,

and to update customer information with the smallest details to be able to

offer for his products and services that meet his needs, in addition the
researcher had recommended to concentrate into activate the role of the
social network in both professional and social sites, as in the nowadays
social media becomes the primary means of communication of customers,
in addition of focusing in data mining process to produce better products
for customers and uses in direct marketing.
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“Impact of CRM factors on customer satisfaction and loyalty”
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“Quality management for IT support services” case study of IT
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“The impact of ECRM on customers’ attitude and its association
with generating competitive advantage in the Iranian financial B2B
context.
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(Gupta and Aggarwal, 2012) 4uls -5

“Improving customer relationship management using data mining”
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"Impact of E-service quality on sustaining competitive advantage
for Iranian IT firms"
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(Balaet. al., 2011) 4wln -7

“Creating competitive advantage by using data mining techniques as
an innovative method for decision making process in business”
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"Implementation of Data Mining Techniques for Strategic CRM
Issues"
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(Heller and Parasnis, 2011) 4us -9
“From social media to social CRM”
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“The impact of CRM on customer retention in electronic banking"
case study of Iranian banks.
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%2010 GPL call centre survey report”
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(Amiri et. al., 2010) 4wl -12

“Investigation the critical success factors of CRM implementation in
the urban management” case study Tahran municipality.
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“Customer relationship management”
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sales and services”«“Social CRM: The new frontier of marketing
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“Electronic customer relationship management in online banking”
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Data mining and CRM in telecommunication
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(Ranjan and Bhatnagar, 2008) 4wl -17
“Critical success factors for implementing CRM using data mining”
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“The influence of customer relation management on services quality
of the banks”
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(Khan and Shahzad, 2005) .l =20
“Management customer relationship on the internet”
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agent”

" Alal) LAY e S sl AU Lald) clpligl) B gadanly
e VLl 3850 IS5 oSl Dyglladll cle LS clalial aaas 1) ALl o3a Caags
She 2S5 s Ganilly il oo lsal 4 llaall algall apaaS LA (e Jga Al
LAy lany)
O Y15 Aol 038 el 2 Cahlal sae o VLA (Sha & Jalal G
3She e duball o8 G3S) pag ceDlandls ¢ haally IASHN (e IS Hhi dga licY)
Clegena 3 DA (e ALl g &3 35 yball Gl daadid) ey L]
353 le gane DA (e VL) Sl £S5 —1
85 Gilegana PA (e 3ylaY1 -2
Wi P e Daall =3
bl Ll cilags Al =5t sl e
it ae dualsill (o Gpald 153585 (e aa Gradgaill CYLA) She o3Sy -
Aded) o dpaddl) Headl a6 of s Rigas Rl lis $Saal) g )l
Aradd Ll (¥ alsn s L Y 050 I daeell i o e JSH) -
Aliades i 403 Clashaal) 0585 Y Gaps L) K0 IS5 06 o -
Adlaliinly Jrenll ASGal 4agss ) A8l
058y Ol eDlandl ol momaall gl agal 5 o CVLAN) 3S5e JS5 Je -
A (s Oslaia g (Al Jdail) ol (AY) Hsad ey casay
gk g el By A Alle Basay dee e B 6 adeall JS5I -
wiydie o 3dle Cuuliall CanSilly A g yall dualy chadgia yuall JSLEA dallas

cJandl lazza Jaas
iy g yuly JSLE da e 08l 4paly B e 5l Iy Jaadl e ppail) 4l -
. Kae

Ll gi€ally VL) gl ae Jalatll 8 All) cllgall 4 -

e laa sl (a e pana duball Cin A S

29



£S5 Lo oy () camy g Auyall 8 LSS 5 Al bl (e daa S -
ypaal @l g cmaalsy Jaaie U8 Wy S5y o) camy Galiall LAY S0
VLAY She Lalige sl Culiall oda L glail AU (il

Cuagls cVLa) Khal WK (e paball e cupad duhall o3a o G -
Lo 1) dpaadi g ¥ Laiy) 3Shhal 3 )6l ¥ Laiy) e duhall udd Guldi 3)9 yay
N ol aline allall & dysllad) e Sl 538 culS

VL) JSheS eNLaN) She (e Al g o duhall Gl ehals cuagl -
el

(Chen and Popovich, 2003) 4uls -22

“Understanding customer relationship management CRM: people ¢
process¢ technology”
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