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Abstract

This Research aims to determine the impact of customer relationship management in
enhancing the reputation of the Palestinian automotive companies, by measuring the
dimensions of customer relationship management, including the strategies that companies
use in managing their relationships with customers and measuring its role in improving
their reputation. It also measures the role of “relationship quality” as an intermediary
variable, the research was anchored on two theories: the Relationship management theory
and the reputation quotient Model.

This is a descriptive study that uses the mixed approach (quantitative and qualitative) to
reach the findings. The data was collected through five deep interviews three of which
were done with CRM specialists in three companies within the automotive industry in
Palestine (United Motor Trade, Arab Motor Trade, Palestine Motors Trade) and the other
two were done with a strategic adviser and a technical specialist, the researcher also
collected data through a questioner circulated amongst 251 samples in all three companies
between 1% of September 2021 till 31% of December 2021.

The main findings of this research emphasize the usage of relation management
dimension in the automotive industry. When measuring the practice of using the relation
management strategies the data collected confirmed that the “access strategy” had taken
the lead followed by openness; positivity; control mutuality; assurances and Networking
respectively.

The overall results of this study presented that the beneficiaries were highly satisfied with
the strategies used by companies. The results also presented that customer relationship
management positively affects the company’s reputation and it also has a positive effect

on the quality of the relationship. This means that the quality of the relationship is
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partially mediated between customer relationship management and the company’s
reputation. Through in-depth interviews, it was found that companies are working to
enhance the dimensions of reputation by using data and information in customer
relationship management programs and analyzing them to improve these elements. The
companies also use the capabilities of their programs to communicate with customers on
permanent basis; with the aim of improving the quality of the relationship, and building

long-term relationships with them.
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