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Abstract:

Customer relationship management (CRM) and knowledge management (KM) have
become key strategic tool for all companies, especially in the current competitive environment.
Moreover, customer knowledge is an important issue for CRM implementation. Reviewing the
literature, we found many studies that analyze the crucial role played by KM initiatives as
determinants of the success of CRM. Moreover, we found also diverse studies that show high
rates of failure when implementing that strategy, so there is still no integrated conceptual
framework to guide companies to their successful implementation. In this paper, with data of
153 Spanish hotels, we examine the relationships between KM and CRM success using a
structural equation model. The main contribution is that having knowledge management
capabilities is not sufficient for the success of CRM, but there are other factors to consider. In
particular, organizational factors indeed impact CRM success and they appear to be
intermediaries of the impact of other factors (KM capabilities/technological/customer
orientation factors) in the success of CRM (in financial and marketing terms).

Since the knowledge has penetrated into all areas of the business until it became the
world today called knowledge economy. That prompting the marketers to embrace any
knowledge enables them to reach potential customers and retention the customers, Thus
appeared the concept of customer relationship management who is one main axes for this
search, So this paper try to fill the gap in research knowledge management as | realized the
importance of customer relationship management an important source of knowledge, as
neglected Organization advantages knowledge carried by each customer, to interact with it
through the interaction capabilities strategy for knowledge management is to knowledge
Acquisition and stored, shared and applied, with customer relationship management to enable
the organization to determine the preferences, and customer needs and problems with the
service provided by the service provider.

Since Zain is one of the pilot major international companies in the telecommunications
sector, especially after the increasing number of telecommunications companies in Irag and the
different types of services they offer. Due to the acquisition of Zain for many strategic
capabilities in knowledge management, Which requires the company to provide optimal
services and build solid relationships with their customers. and if the CRM and strategic
capabilities for knowledge management have been resolved on the theoretical level, No longer
there irreproachable in philosophy, the resolution in reality on the ground is in itself a problem
in the framework of the organizations involved in the research and on this basis, the research
problem will be translated into an attempt to answer the following questions: Is the Zain its
strategic capabilities in customer knowledge management the main factor that determines the
success of the implementation of customer relationship management? Are there other relevant
factors? What is its role in the success of customer relationship management?

Finally, findings show that even if the firm carries out KM initiatives, acquires the
most advanced technology and tries to generate a customer-centric orientation, if these
initiatives are not integrated into the organization, the firm does not redesign its organizational
structure or processes, organization members do not all participate in the project, and change is
not lead appropriately, the implementation of CRM will not be successful.

Keywords: Knowledge management, strategic knowledge management capabilities, customer

relationship management success, competitive environment, organizational factors,
Zain Telecom.
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