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Abstract

This study aimed to identify the impact of Customer Relationship Management (CRM) on
sales enhancement: an applied study on companies operating in competitive Saudi markets. This
was achieved by measuring the impact of using a CRM system, the quality of customer data
management, and customer communication and service through the CRM system on sales
enhancement. The study adopted a descriptive-analytical approach using quantitative methodology.
Data was collected through a questionnaire designed according to a five-point Likert scale, which
was distributed to a sample of (Y171) participants working in Saudi companies operating in
competitive markets. The results of the study showed a statistically significant positive impact of
CRM on sales enhancement. It also revealed that using a CRM system contributes to improving the
efficiency of marketing and sales processes, and that the quality of customer data management helps
in developing marketing decisions and increasing the effectiveness of customer targeting.
Furthermore, communication and customer service through the CRM system contribute to raising
customer satisfaction levels and enhancing customer loyalty, leading to increased sales and
improved marketing performance for companies. The study recommended developing the
technological infrastructure of customer relationship management (CRM) systems, improving the
quality of customer data, enhancing integration between CRM systems and other corporate systems,
leveraging artificial intelligence and data analytics to understand customer behavior, and training
employees on the optimal use of CRM systems. This will contribute to increased performance
efficiency and enhanced competitiveness for Saudi companies.

Keywords: Customer Relationship Management (CRM), Sales Enhancement, Customer Data
Management Quality, Customer Service, Competitive Markets, Digital Transformation, Saudi
Companies
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