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The role of applying CRM to increasing the Customer
Retention : A field Study on Telecom Companies in Egypt

Abstract:

This study aims to examine the extent to which Customer
Relationship  Management (CRM) is implemented in
telecommunications companies in Egypt. The study seeks to
understand the impact of CRM implementation on customer retention
in these companies. The research utilizes a descriptive-analytical
methodology, relying on both secondary and primary data sources.

The study found that the availability of Customer
Relationship  Management (CRM) was moderate in
telecommunications companies in Egypt, based on the
participants' perspectives. Most opinions tended towards
agreement on the dimensions of this variable, and the ranking of
dimensions in terms of availability strength was as follows:
(Customer Knowledge Management, Organizing Customer
Relationship Management, Focus on Key Customers,
Technology-Based Customer Relationship Management). The
study also concluded that customer retention in Egyptian
telecommunications companies was high, and the majority of
opinions leaned towards agreement on statements related to this
dimension. There was a statistically significant relationship
between CRM and increased customer retention when applied to
telecommunications companies in Egypt. The study recommends
enhancing direct interaction with customers to better understand
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their opinions and needs, providing customized services and
solutions tailored to specific customer needs, and offering special
offers and discounts to loyal customers.

Keywords: Customer Relationship Management, Customer
Retention, Telecommunications Companies in Egypt.
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