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The role of customer relationship management in business
development and success

Najme khojir*

Abstract

In today’s competitive market environment, organizations are looking for tools that can effectively communicate
with their customers. Customer Relationship Management (CRM) is a strategic tool that helps businesses better
understand customer needs and behaviors and use this knowledge to increase satisfaction, loyalty, and ultimately
profitability. This article examines the role of CRM in business and analyzes its benefits, challenges, and
applications. In today’s competitive and dynamic business world, attracting and retaining customers is recognized as
one of the most important factors in the success and survival of organizations. Customer Relationship Management
(CRM) as an integrated strategy guides processes, technologies, and people to create, maintain, and develop
effective and beneficial relationships with customers. This study examines the role of CRM in the development and
success of business. The results of the studies show that successful CRM implementation leads to increased
customer satisfaction, improved loyalty, reduced marketing costs, increased sales and ultimately sustainable growth
of the organization. Also, effective management of customer information, data analysis and service personalization
are among the factors that are realized through CRM and create a competitive advantage for businesses. Finally, it is
emphasized that to achieve success in CRM implementation, organizations need to have managerial support,
appropriate technology infrastructure and a customer-oriented organizational culture. Therefore, customer
relationship management is not only a tool for improving business performance, but also a strategic approach to
improving the organization's position in the market.

Keywords
customer relationship, strategic, development, management.
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