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Abstract:

Purpose: This study aims to test the relationship of the role of customer big
data systems on customer relationship management and its reflections on
the competitive advantage of the organization.

Methodology: it was based on a sample of 314 five-star hotel customers.
The study relied on testing the research hypotheses on path analysis of the
variables to measure the impact of big data analysis systems on both
customer relationship management and the competitive advantage of the
organization.

Findings: The results of the study reached several results, the most
important of which is that big data analytics systems for customers have a
positive role in enhancing the capabilities of the organization's marketing
tools, the most important of which is customer relationship management
(CRM). The results of the study also indicated that customers' big data
analytics systems affect the organization's ability to achieve a competitive
advantage. As modern technology solutions have made it possible to obtain
a huge volume of data from multiple sources, which has led to an increase
in the volume of organizations' desire to collect the largest amount of
available data in the belief that this adds a new competitive advantage to
them.

Contribution: Analyzing and measuring the impact of applying big data
systems for customers on customer relationship management (CRM),
analyzing and measuring the impact of applying big data systems for
customers on the competitive advantage of the organization, and analyzing
and measuring the impact of customer relationship management (CRM) on
the competitive advantage of the organization.

Key words: big data analysis systems, customer relationships
management, competitive advantage of the organization.
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