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Summary:

Technological developments have led to many positive effects on business
organizations in various functions such as computer—-based production systems,
market analysis and study, and changes in consumer tastes through the use of
data mining techniques and big data analysis. Technological development has
also led to the emergence of many applications based on artificial intelligence,
and artificial intelligence—based customer relationship management is one of the
most important areas of artificial intelligence application. The current study aimed
to examine and test the impact of artificial intelligence—supported customer
relationship management (AICRM) in its three dimensions (IT infrastructure
readiness, operational efficiency, and decision—-making mechanism) on the
organization's performance. The researcher prepared a survey list that was
developed in light of the measures included in previous studies, and applied it to
a sample of employees in two companies that rely mainly on artificial intelligence
in customer relationship management. The sample included 112 employees from
the departments of information technology management, customer relationship
management, and customer service who are expected to increase their
awareness of the benefits of artificial intelligence applications for customer
relationship management. The study concluded that there is a positive impact
relationship between artificial intelligence—supported customer relationship
management and organizational performance. At the dimension level, the study
found a positive and significant impact of IT infrastructure readiness on the
organization’s performance. The study also found a positive and significant
impact of the decision—-making mechanism dimension as one of the AICRM
dimensions on the organization’s performance. Finally, the impact of the
operational efficiency dimension as one of the AICRM dimensions on the

organization’s performance was insignificant. The study recommended the
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necessity of training employees to use IT applications in all areas of work within
companies, and developing their skills as it has become a necessity for success

in today’s business environment.

Key Words: Customer Relationship Management: CRM, Atrtificial Intelligence: Al,
Organization Performance: OP, IT Infrastructure Preparations: IT, Operational
Efficiency OPE, Automated Decision Making: ADM
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