The Impact of Al-Based Customer Relationship Management on

Organizational Performance and Competitive Advantage: A Study in the

B2B Context

Hossein Balouchi'™| Zahra Mohammad Zadeh ? | Mohsen Behnam Nik?3

1. Assistant professor, Department of Management, Faculty of Humanities and Social Sciences, Golestan
University, Gorgan, Iran (Corresponding Author). Email: h.balouchi@gu.ac.ir

2. Associated professor of Management, University of Binaloud Institute of Higher Education, Mashhad, Iran.

Email: Zahra.MohammadZadeh@Binaloud.ac.ir

3. MSc.Business Administration, Marketing, Binaloud Institute of Higher Education, Mashhad, Iran. Email:

BehnamNik@gmail.com

Article Info

ABSTRACT

Avrticle type:
Research Article

Avrticle history:

Received: 26 February 2025

Received in revised form:

23 June 2025

Accepted: 7 September 2025

Published online: 2 October
2025

Keywords:

Customer Relationship
Management (CRM),
Al-based CRM,

Industrial Marketing,
Organizational Performance,
Competitive Advantage

The objective of this study is to examine the impact of Artificial
Intelligence-based  Customer  Relationship  Management on
organizational performance and competitive advantage in the B2B
context. The study is applied in nature and descriptive-survey (field)
in methodology. The research population comprised all senior
managers and experts of small and medium-sized enterprises (SMEs)
operating in the Binalood and Kavian industrial parks, estimated at 500
individuals. Using Cochran’s formula, the sample size was determined
as 215 participants, and sampling was conducted using a random
selection method.Data were collected through a researcher-developed
questionnaire based on the literature, consisting of 36 items across 9
variables. The content and face validity of the questionnaire were
confirmed by experts, and its reliability was verified with a Cronbach’s
alpha coefficient of 0.890, indicating a high level of internal
consistency. For data analysis, the model’s adequacy was first assessed
using Structural Equation Modeling with LISREL, followed by
hypothesis testing using path coefficients and t-statistics. The findings
indicate that implementation process quality, employees’ person-job
fit, and person-organization fit have a positive and significant impact
on the outcomes of AI-CRM implementation in the studied industrial
companies. Moreover, AI-CRM implementation positively and
significantly affects B2B interactions, employees’ experience, and
firms’ information processing capabilities. Effective B2B interactions,
employees’ experience in industrial relationship management, and
information  processing  capabilities  significantly  enhance
organizational performance. Finally, organizational performance
positively and significantly contributes to creating and strengthening
competitive advantage in the SMEs operating in Binalood and Kavian
industrial parks.
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