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Study Summary

The Impact of Using Customer Relationship Management (CRM)
Technologies on Achieving Sales Objectives: An Applied Study on
Insurance Companies in the Kingdom of Saudi

Abstract

This study primarily aimed to measure the impact of using Customer Relationship
Management (CRM) technologies on achieving sales objectives in insurance companies
in the Kingdom of Saudi Arabia. To achieve this goal, the study adopted the descriptive-
analytical methodology. A questionnaire was designed as the main data collection tool
and was distributed to a simple random sample of (370) employees working in sales,
marketing, and customer service departments of Saudi insurance companies. The
collected data were analyzed using a range of appropriate statistical methods via SPSS

v.28.

The study reached several important findings, most notably that the levels of both the
use of CRM technologies and the achievement of sales objectives in Saudi insurance
companies were high. The results also revealed a very strong and positive correlation
between the two variables, with a correlation coefficient of (0.809). Furthermore,
multiple regression analysis confirmed a positive and statistically significant impact of
CRM technologies, with all their dimensions combined, on achieving sales objectives.
These technologies explained (66.8%) of the variance in sales objectives. The findings
also indicated that the "analytical technologies" dimension had the most significant
impact on achieving sales objectives (with a standardized effect value of 0.575), followed

by the "operational technologies" and then the "collaborative technologies" dimensions.
Based on these findings, the study provided several recommendations. Key among
them are the need to deepen investment in the analytical capabilities of CRM systems,

foster a data-driven organizational culture, ensure comprehensive integration among the
different dimensions of the system, and personalize the customer experience based on

the analytical insights derived.

Keywords: Customer Relationship Management (CRM), Operational Technologies,
Analytical Technologies, Collaborative Technologies, Sales Objectives, Insurance

Companies, Kingdom of Saudi Arabia.
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