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M.A. Thesis:

CRM impact on competitve advantage and knowledge
about the company Samen Ertebat Asr

Customer relationship management is called to all preliminaries with the aim of attraction,
keeping touch, optimizing of long term and invaluable relationship between the
organization and the customer.

The purpose of this research is to investigate the effect of customer relationship
management on Competitive Advantage and Knowledge Creation. That has been used to
measure its variables from CRM, Alem Mohhama(2013), Which includes customer
orientation dimensions, customer relationship management organization, customer
relationship management technology, customer knowledge managementt, Competitive
Advantage, Porter(1990) Includes dimensions of differentiation strategy, cost reduction
strategy and focus strategy at the end and knowledge creation, Ana Sankosa.(2012),
includes the generation of knowledge.The present research is a descriptive applied study

The statistical population of this study is staff SEA which is estimated at 240 people and
sample size according to Morgan table is 146, and is randomly available and the tool is a
standard questionnaire. Data analysis was performed using SPSS and LISREL software.
The results showed that all aspects of customer relationship management have a significant
effect on competitive advantage and knowledge creation.

There is also a relationship between the dimensions of CRM, namely customer orientation,
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customer relationship management organization, customer relationship management
technology, customer knowledge management, and competitive advantage and knowledge
creation.

In the study of the relationship between customer relationship management and competitive
advantage, the correlation coefficient is equal to (0.615) and in the relationship between
customer relationship management and knowledge creation, the coefficient of correlation is
estimated (0.643). And, based on the results of the research, suggestions for improving the
dimensions of the study are presented.
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