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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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The role of data mining technology in building marketing and
customer relationship management (CRM) for telecommunication
industry. Case study (Jawal mobile operator)
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“Significance of customer relationship management in strategic
marketing decision: a study on banking sector of Pakistan”
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“Impact of CRM factors on customer satisfaction and loyalty”
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( Ivarsson, 2013) 4w -3

“Quality management for IT support services” case study of IT
helpdesk service
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(Keshvari, 2012) 4w -4

“The impact of ECRM on customers’ attitude and its association
with generating competitive advantage in the Iranian financial B2B
context.

o Ll B1pa GIA A Lghaliiylg Jaand) cilgag B Aig SIY) slanl) ABe B))) T
") Al laudal)

o Ay ST ¢ anl) ADLe 3] (e Aailill Apusliil) B3aall Aushyy ) Cand) 136 Cana
e Alall Ay iy cuall oda & el el aladin) 5 ay Ald) Clusal
By Al Classall ey odae (10 490 o iy L o dalanl apgs Pla
Openl 1 A Ay ST e Dl A Byla) allai alasiid 2l aal o ) duhal) cuals
Jie Jlai¥) clgid Ll ¢ olel 3ol el sall eDeall Liay cigaiall culsail) 3,
Aeaad) oy sy

S5 a5 Al ilinally @il Bl pealiall aa o Saal) o ) <l
51 & Gaenill () @llal ) eDland) wday Cpnil) 13 cs Dlan) Ao 3))53Y Leale

i SV oMl Ao 31 2ilgh abl he sa AL culial)

il Al ilisasall & 4y SSIY) Dlaall ADhe 3yl sy Gaadss off ) <Ll
¢Jpandl AlalSiall dmp )l Canats Jia cilially ¢ Sanll (o JST Al Lhe 318 o Jany
Gl (e 32 ceDlaadl Talial Aulaiu) vt ¢Jread) colllal i) ey Ladd
Ay Jalsally

ISy cilileally el (el Adlaiall ) Cpanty Slidl) ol o )5 iy sy
ceDand) Liay Gaiail @Iy (e L]

17

www.manaraa.com



(Gupta and Aggarwal, 2012) 4uls -5

“Improving customer relationship management using data mining”
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Sy alide #asa P e Lkl e il 45 Galdiy agilalial;
(Javadi,2011) dupr -6

"Impact of E-service quality on sustaining competitive advantage
for Iranian IT firms"

Lia sl 35 iy B Apnadlinl) pal) o Adblaal) b A i<y claadl) Baga ST
") clagtaall

3gay o Alablad) s Sy cilaadll saga 5T g8 Lo ddjee ) Allill o3 g
s ke s (8 Jiat Ally Y] Sleglaall L sl €5 IS S 8 400l 330e
ollall S iad) e Ll
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Gladdll i 8 dogall dalsall (30 yfimy Cum 48080 o 4 STy
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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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(Chopracet. al., 2011) 4ula -8

"Implementation of Data Mining Techniques for Strategic CRM
Issues"
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(Heller and Parasnis, 2011) 4w
“From social media to social CRM”

-9

"o lia¥) eeal) ABle 53] ) L laia¥) ey Jilug O
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gilaiial 3y eaall ddleall Slgall lple Jraady a5 dpelaa¥) Gl
(Nili,2010) 4.

-10

“The impact of CRM on customer retention in electronic banking"

case study of Iranian banks.
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(Latchmansingh, 2010) 4! 2
%2010 GPL call centre survey report”

-11
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A ae )
(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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(Berfenfeld, 2010) 4uje -13

“Customer relationship management”
"o Mand) A 5"
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(Wagner and Hughes, 2010) 4wl -14
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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(Camilovic, 2008) 4wl -16

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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( Rootman, 2006)4u2 -18
“The influence of customer relation management on services quality
of the banks”
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“Knowledge management in call centre”
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(Khan and Shahzad, 2005) 4.2 -20
“Management customer relationship on the internet”
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