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The role of customer relationship management in
improving the mental image of the company (Milkman

Food Company Case Study)

Abstract:

Customer relationship management is one of the most important
requirements for successful relationship marketing based on
understanding and good knowledge of the customer and getting
close to him. However, the embodiment of customer relationship
management within the organization requires it to adopt a set of
tools, methodologies and programs that will enable the organization
to manage the various data and information it needs about its
customers to benefit from and use it If required. The research dealt
with the concept of customer relationship management, as well as
the importance, characteristics and objectives of customer
relationship management, and studied the levels and components of
customer relationship management, and what are the factors
affecting it in terms of its success and failure and its relationship to
improving the mental image of the company. The study reached a
number of results, the most important of which are:

— There is a strong relationship between the independent variable
(focus on major customers) and the dependent variable (mental
image), and the value of the coefficient of determination is
0.924, which means that the independent variable (focus on
major customers) explains 92.4% of the changes of the
dependent variable.

— There is a significant relationship between focusing on major
customers and improving the mental image in the company
under study.
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— There is a strong relationship between the independent variable
(the organization of customer relations) and the dependent
variable (the mental image), and the value of the coefficient of
determination is 0.897, which means that the independent
variable (the organization of customer relations) explains 89.7%
of the changes of the dependent variable.

— There is a significant relationship between organizing customer
relations and improving the mental image in the company under
study

— There is a strong relationship between the independent variable
(customer knowledge management) and the dependent variable
(mental image), and the value of the coefficient of determination
is 0.936, which means that the independent variable (customer
knowledge management) explains 93.6% of the changes of the
dependent variable.

Keywords: customer relationship management, mental image,
senior customers, organizing customer relations.
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