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Abstract

This study aimed to examine the impact of Customer Relationship Management (CRM)
strategies, through their four dimensions (customer data management, customer interaction,
customer retention, and service customization), on enhancing sales performance at the Saudi
Telecom Company (STC). The study adopted the descriptive-analytical approach and employed
a questionnaire as the primary data collection instrument. It was administered to a stratified
random sample of (345) employees working in sales, customer service, and customer
relationship management departments at the company’s branches in the Riyadh region. The
data were statistically analyzed using SPSS software through descriptive analysis, correlation
coefficients, and simple and multiple linear regression analyses.

The findings revealed a statistically significant effect at the significance level (a < 0.05) of
CRM strategies, with their combined dimensions, on enhancing sales performance, as these
dimensions explained (71.8%) of the variance in the dependent variable. Customer retention
emerged as the most influential dimension, followed by customer interaction, then service
customization, and finally customer data management. The results also indicated that both the
implementation level of CRM strategies and the sales performance level within the company
were rated at a high degree of agreement.

The study recommended developing a proactive customer retention system based on churn
prediction, strengthening data analysis capabilities rather than merely data collection,
empowering frontline employees with sufficient flexibility to tailor services, leveraging
artificial intelligence technologies in personalizing offers, and building an organizational
culture that prioritizes customer value at all levels.

Keywords: Customer Relationship Management Strategies, Customer Data Management,
Customer Interaction, Customer Retention, Service Customization, Sales Performance
Enhancement, Saudi Telecom Company (STC).

73

 cummmn
—J



el )
Aga el aal ol

Omand Sl il (2024) i deae al oyl g oall 5 caaal s aml ) el e
eIV a8 S Apag) Y Al Alla0 Agdea s Al 1 ada gl g laY) 6V
bl il 3 gl 5 Y1 Alad) Ll Gaadat — Ay il QY1 Ay g alaill g Ul 8 sl
Oy g 138 - 131 ‘ 5¢ 2
http://search.mandumah.com/Record/1545678

g\émﬂ\ PN (2023) cdana BA;LQ cdﬂj.j.; 9 ¢dgana 2\.AL..:\ 4.3:1_)3 cJ.ALc ‘;_‘.c mi cmi L

e Ay sgany S el S50 e dilase A o tladaiall eld) pead At

% CAJ:L\&A 298 - 271 « 4& c'&_)\;ﬂ\j Lt Aalell  alsl 2\,3.1):;“
http://search.mandumah.com/Record /1435589

sl elilaa¥) oA 3 .(2023) . se denn el caslSall sl 5 (B g5 Ay caenl o
Aaddl . jae 3 Ags S 3l Slee e Gulaily CRM Dbl clidle 519 e
e gagiae 331 = 289 ¢ 28 Ame dgjlailly Al Giadly cludpall dudall
http://search.mandumah.com/Record/1612155
Al Zaaliy 536 L (2022) aSllae il dseas e aliall 5o jla o oS cssla Yl e
445 ¢ 4 Az el tind) il ol Alae . 63 daala b allas Az ada gl o)) 8

http://search.mandumah.com/Record/1336524 (1« ax jius .469 -

oY 5 e g S AL alBle 5l 1 (2024) il s ee 5 cGaod Gslisas @
4l o glall Alaa cadan Ay ~BNP-Paribas «ly alls 4l jo 1 A jadll Jaeall
o g (105 - 91 ¢ 28 17 Aall alally uall
http://search.mandumah.com/Record/1541854

JJ\}A\ '&)\JJ s 3\...»\)3 :lea\.d\ ;\j o Lsﬁ g._gjﬂ\ 3\:13.{:\5 (2021) o &._Edaj‘ c@l;ﬁ °
CAJ:\.\J.\A 234 - 209 « 52& c&"_lbx\_)ﬂ\j U_\}A.\ﬂ CLQJMM 2\:1.1\):\&\} Z\:JLQ.“ 3)‘_}}.} Z\ﬁjﬁ.\.\.“
http://search.mandumah.com/Record/1121372 ;.

74

 cummmn
—J


http://search.mandumah.com/Record/1545678
http://search.mandumah.com/Record/1435589
http://search.mandumah.com/Record/1612155
http://search.mandumah.com/Record/1336524
http://search.mandumah.com/Record/1541854
http://search.mandumah.com/Record/1121372

Gl eldl o VLA 5 Glaglaal) La 15385 3 .(2023) 2o shny cdens 5 c2ans ¢ a s
UACAJL.M 284 - 270 « 3& ,ISC\.A “:'_ﬂajj ‘LLHA‘JJEJ.LA .@5}&]}(\ BJ\;SH 09l 3\5)..1
http://search.mandumah.com/Record /1405763

Slo el Gladl gl 5.(2025) ae 2eae s se e sl 5 calld deas A caud )
rftnabe Al ) Agpegtanil) ) adll Jap gl gal sda V1 VL) S ph 8 oSN 1Y)
O > e el cAgsplail) ¢ alll daala (3 #iia gy
http://search.mandumah.com/Record/1608935

AS 5 elal Gpand & sl 3800 4els L(2023) Lale sl (uSa 5 cnen abiac calil)
e s 1502 = 479 ¢ 68 ¢3dsSH Gl jo S e Alaa . Jndad Cany salall Al el
http://search.mandumah.com/Record/1385952 (1

a5 el Clasall gl o181 e ol 3l il 5y i .(2023) L caaia ¢y
lg 6= cgabaifyl Jeiall Ao .dndatid 43¥ 5 & Wl ol Lelaia e dnilase 4l p

http://search.mandumah.com/Record/1400203 (1 as jiws .886 — 867 «

Gaalall Aaall . Jpanll Ll Aga s (e A peadl) Aabidl IS8 e Grbilly SIS a0 G gl
http://search.mandumah.com/Record/1168165

(2023) ‘)g‘)z.“d.tc AP L;*JL& ‘("ﬁ"”‘_)-.‘;‘ K ce:\.ﬁ\‘).\;\ e cLﬁJj)SJ ¢dana JJG.“J._\.G c_).lm\q.}c
i L gl 630 g aleall Lia 5935 daeDla g Ln 5l 531 (alliad G Al & jie U
26 ATze igslaall il jall &y paall Alaall Agiade 4 o tAgdalal)l claadd) o1df 5 oLtV

http://search.mandumah.com/Record/1403765 (s an siwe .29 - 1 «

Slo Alas du p redleall Ly o el laniin 536 L(2023) o R (usale
A5z dgaliaid¥) o slall Alulu Caad) drls Aae AED & VLAY U5 Ly 3850 ¢Dle

http://search.mandumah.com/Record/1428094 (1« as jius .182 - 151 « 29¢

75

 cummmn
—J


http://search.mandumah.com/Record/1405763
http://search.mandumah.com/Record/1608935
http://search.mandumah.com/Record/1385952
http://search.mandumah.com/Record/1400203
http://search.mandumah.com/Record/1168165
http://search.mandumah.com/Record/1403765
http://search.mandumah.com/Record/1428094

Lpaarl) A8 1 .(2024) L see dese o o ALl 5 cdens dsene WY (uiandl
Alae .03 VL Alady) dgdall dikie ddale o Afulad A 50t gl 22V Guuas e
oo g 210 -1 o 3 2Txe bl ally Gadl el

http://search.mandumah.com/Record/1508585
slo eDleall e 5,1 1 .(2021) Land e dilae cclelhiall g g le e e sall
) b Jasaill g 5 lanll ) eliy Alla Al 5o tAga V) A el Sl 8 deadll sasa

Ge e P Al el J daala (BJ}JM e luala ZJL»J)
http://search.mandumah.com/Record/1171309

AgiaY) aal

e Cele, Z. E., Msosa, S. K., & Ntshangase, B. A. (2023). The impact of Customer
Relationship Management (CRM) on a beer manufacturing company’s sales performance.

Management and Entrepreneurship: Trends of Development, 2(24), 37-49.

e Herman, L. E., Sulhaini, S., & Farida, N. (2021). Electronic customer relationship
management and company performance: Exploring the product innovativeness

development. Journal of Relationship Marketing, 20(1), 1-19.

e Hossain, M. K. (2021). An Empirical Study of CRM and Analytics-Based Approaches to
Customer Engagement and Sales Performance Evaluation in Enterprise Organizations.

American Journal of Data Science and Analytics, 2(12), 76-155

e ljomah, T. I, Nwabekee, U. S., Agu, E. E., & Abdul-Azeez, O. Y. (2024). The impact of
customer relationship management (CRM) tools on sales growth and customer loyalty in
emerging markets. International Journal of Management & Entrepreneurship Research,

6(9), 2964-2988

e ljomah, T. I, Nwabekee, U. S., Agu, E. E., & Abdul-Azeez, O. Y. (2024). The impact of
customer relationship management (CRM) tools on sales growth and customer loyalty in
emerging markets. International Journal of Management & Entrepreneurship Research,

6(9), 2964-2988.

e Nethanani, R., Vuko, S. N., & Thango, B. (2024). Customer Relationship Management
(CRM) systems and their impact on SMEs performance: A systematic review. Siphethuxolo
N. and Thango, Bonginkosi, Customer Relationship Management (CRM) Systems and

their Impact on SMEs Performance: A Systematic Review (October 21, 2024).

e Shahbaz, M., Gao, C., Zhai, L., Shahzad, F., Lugman, A., & Zahid, R. (2021). Impact of
big data analytics on sales performance in pharmaceutical organizations: The role of

customer relationship management capabilities. Plos one, 16(4), €0250229.

e Sutrisno, S., Ausat, A. M. A., & Prabowo, H. (2025). The impact of ChatGPT integration
and customer relationship management on MSME sales performance with operational

efficiency as a mediating variable. Decision Science Letters, 14(1).

76

 cummmn
—J


http://search.mandumah.com/Record/1508585
http://search.mandumah.com/Record/1171309

Tiwari, S. (2024). Customer Relationship Management (CRM) Systems: Their Impact on
Sales Performance in the Retail Industry. Library of Progress-Library Science, Information
Technology & Computer, 44(3).

Ugbaja, U. S., Nwabekee, U. S., Owobu, W. O., & Abieba, O. A. (2024). The impact of Al
and business process automation on sales efficiency and customer relationship
management (CRM) performance. International Journal of Advanced Multidisciplinary
Research and Studies, 4(6), 1829-1841.

Yan, J., Zheng, Y., Bao, J., Lu, C., Jiang, Y., Yang, Z., & Feng, C. (2021). How to improve
new product performance through customer relationship management and product
development management: evidence from China. Journal of Business & Industrial
Marketing, 36(1), 31-47.

77

 cummmn
—J



Sl

 cummmn
~
o0

—J



MIDOCEA\|

UNI\/EF?SITYI
Slaiid 5 L

448y g 4l :LQAJJ?S,AG?M\
Aoy U sl [ apysh Al
¢y g dyla Aas

sl (CRM) odlaall e 300 cliagl il 1 uld Jsa Al 0 el aly sl o gy

StC e Aglage dud 0 gagall ol puens

Jseandl Joli cCanl & gum gy Aiall 3 dleall 5 58l g Gpalell 38 prall (g oSoal Lal 1yl
I el a Sl DA (e cand) Gl 2V Apuliddl Glasleall 850 bacluall g (ygal) e oSi
Ak dga s e Al AlaY) e sl

o Wle (lau¥) 138 &pn 8 oSaga d daabiall paiill g SN ) Jay oS00 jumal ail
(AT ua\ﬁ\)ﬂemdjcdmh@)mdames“@cdjmﬂ‘ uAS\ uhbﬂ\@m

ol Wy el 38 Jgufy § ghamadtg

79

 cummmn
—J



dpaddl L ey

siln S elaaYl g gl
330 — 40 (] Jils . 30 [ el 2
sle 20 50 e [ 440 - 50 O
Dosio & [ asha [ ealall Jazall -3
QS.CQL»:\JJD
w10 =5 o [ Jili g 50 sl chgin 4
a 15 o IO w15-10 o O

80

 cummmn
—J



St ) glae Ll

Culiall EJAS‘ gsﬁ ('\l) 3_)\.5:‘\ f— cellanll calille SJ‘J! cbl:\;:ﬁ\)h\ :dﬁ\ JJ*““ <)

4| J\,fl;‘)]
Uaslae | laa gl il
Alaa Azl
By U G| Ak

eDanll cilily 3 )

bas (e ellaall Qh@@ugﬂ‘ ?333

Agngie B saay Badie

ac 5 Aidy yulen 3y ollaall iy Ciiad
gl Il 3l

agd Jm 53 ) Al olleall iy Jas

43935 geay cllaall lily s2c18 s

Ay ezl

#Danl) g Jelil

Badaie i sl e lgilles e AS ) Jual 55

Aulia

Al 3y pllaall (o 5IS8 A8 A el

Qual 58 4y a3 i (o 48,80 4iba ge a2 say

Al gl

eDlaally LlataY)

Opllal lleall dleld ol y ol yy 4S a0 N

81

 cummmn
—J



al ol | il
2al
G | By

&dﬂ)\f&n\.}h;“&“ﬂ\@m

cpalia ) (5 sl

O elleall Zla 325 (i gy AS,8N o3

oS i) oLl

elleall i illvee Julis e 4S80 Jass

-

Aagia b ) gy

A

Gleadll janais

38 cilabiial Gy Lunall g sa) s

colaall 2y (e Ay

il i dianada Ugls 48,80 236

Jzaal

ol A0S 2y 3200 il g gy
e JS (3lew (3dp calarall

Uapadd b Jueall iy 4S50 g
4g) g pall Ay gutl Jilu 3l

82

 cummmn
—J




r LAY Cauliall g pall i (V) 5503 g e omadl ela¥1 cpan 1 SE  gaall €0

Ualee | lea gl | @il
Alas axll
3ady ua G | Bady

QU U gale Fgad 4S80 Cilayia ana 3¢
el e sl

Ll

b dumal ciliall U] cilliea Cunis )
LS,

Aglle 3ol 28,80 b aall 550 S

iliiall o) & (3 a3 aal s
Agmyl

-

Lia b cpa dndi ye iy glue e sllanll iy

gl larall e

sWaall (o Bapaa )y AS Hil oo
Auliiia B ) guay

ekl A8 5l 38 gl Laal) ol
JAdagiuall

5 et A58 8 el (3 Auali o5

-
-

5 _jalina

e 3liS 8 Lgandilia (oo 38,80 Jpas

L gmail

o fiaY¥ly il alla aa

83

 cummmn
—J



Mid Ocean University
College of Management

Department of Business Administration

The impact of Customer Relationship Management
(CRM) strategies on improving sales performance —
a field study on stc.

Prepared by:
Sultan Abdulkarim Alsaitari

253001453

Main supervisor/ Second supervisor/
Dr. Al-Faisal Abdelhamid Dr. Fayez Jarad

2026 — 1448



