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Abstract: Today numerous meanings of CRM exist, one of the greatest advisor firms in the CRM market. Customer are 

presently like never before requesting an alternate association with their suppliers, dealing with a cozy relationship has 

turned into a focal perspective in conveying the business. Customer relationship management always keeps changing 

based on many variables. The research problem observed here as to measure the efficiency and importance of customer 

relationship management by TYPICAL PHARMA in the society. To solve the research problem and to find the answer 

for research question, following objectives planned are: to know the variables of customer relationship management 

practices, to measure the importance of customer relationship management, to know the importance of indicators of 

implementation of CRM. The study conducted on the sample size of 240 customers the part of society frequently visits 

the TYPICAL PHARMA store in Erbil, Kurdistan. The instrument is pretested and well justified, used for this study, 

with a minor modification in the items. The instrument further gets tested for its reliability and gets used in the study.  
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INTRODUCTION 

At the point when organization imparts its 

customer the procedure can include a wide range of 

individuals inside both associations utilizing an 

assortment of various techniques. CRM is the acronym 

for the expression "Customer Relationship 

Management”. The primary apparatus that is utilized is 

a request that is imparted by organization's client to its 

business division. In any case this is one and only of 

numerous correspondences that ought to be overseen, to 

guarantee that organization can give the most ideal 

client administration encounter the utilization of 

customer relationship management (CRM) 

programming ought to be considered.  This is a way to 

deal with dealing with an organization's association 

with present and future customers. The CRM approach 

tries to examine information about customer’s history 

with an organization, keeping in mind the end goal to 

better enhance business associations with customer, 

particularly concentrating on holding customer, so as to 

drive deals growth. One critical part of the CRM 

methodology is the frameworks of CRM that arrange 

data from a scope of various stations, including an 

organization's site, phone, email, live talk, showcasing 

materials, online networking, and more. Through the 

CRM approach and the frameworks used to encourage 

CRM, organizations take in more about their intended 

interest groups and how to best take into account their 

requirements. In any case, the appropriation of the 

CRM methodology may likewise sometimes prompt 

partiality inside a group of people of buyers, prompting 

disappointment among customer and overcoming the 

reason for CRM. To manage this issue the term 

Relationship Management began surfacing around 

1980.  

 

Company’s item can rapidly be contrasted with 

another, and numerous organizations are putting forth 

fundamentally the same items or administrations to 

each other. In view of this the administration, quality 

and relationship experience gets to be one of the best 

focused viewpoints for a business survival 

Organizations are likewise acknowledging they can all 

the more effectively secure customer by understanding 

their needs and contending with surpassed desires, 

something which CRM frameworks can sort out. The 

information is the main significant asset and the main 

genuine aggressive differentiator. Further express that 

fruitful organizations will use client data frameworks to 

assemble connections on the levels that customer need 

them, and by arranging the data about every client a 

solitary perspective can be made of every customer all 

through the organization regardless of what number of 

customer they have. The acknowledgment of the 

advantages of CRM is likewise noted in the business 

sector of related programming items. The procedures 

and frameworks used to attempt to keep these client 

databases additionally demonstrated exceptionally 

costly and dull to keep up. In a few organizations this 

may have been the end of Relationship Management, 
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yet with the presentation of more propelled Information 

Technologies it has returned with another name, 

Customer Relationship Management. With the 

presentation of propelled IT frameworks whole 

databases of client data can be made accessible by any 

stretch of the imagination focuses in the association, 

empowering each individual from the association to 

have a complete perspective of every client.  

 

Today numerous meanings of CRM exist. One 

of the greatest advisor firms in the CRM market, the 

meaning of CRM is: "CRM is an IT empowered 

business system, the results of which streamline 

productivity, income and consumer loyalty by arranging 

around client portions, cultivating client fulfilling 

conduct and executing a client driven procedure. 

Another meaning of CRM as indicated in discoveries: 

"CRM is a joining of advancements and business forms 

used to fulfill the requirements of a client amid any 

given association”. All the more particularly, CRM 

includes acquisitions examination and utilization of 

information about customer keeping in mind the end 

goal to offer more merchandise or benefits and to do it 

all the more effectively" [1]. Another definition as per 

Lancaster and Jobber is: "Client Relationship 

Management is a term for the philosophies, 

advancements and ecommerce capacities utilized by 

firms to oversee client connections. Specifically, CRM 

programming bundles help the cooperation between the 

client and the organization, empowering the 

organization to co-ordinate the majority of the 

correspondence endeavors so that the client is displayed 

with a bound together message and picture" [2]. 

Customer are presently like never before requesting an 

alternate association with their suppliers, dealing with a 

cozy relationship has turned into a focal perspective in 

conveying the business, CRM is generally viewed as 

technique for holding and creating customer, through 

expanded unwaveringness and fulfillment.  

 

LITERATURE REVIEW 

CRM undertakings are increasingly bound to 

address two restricting ideas: efficiency and adequacy. 

From one viewpoint an organization should be powerful 

available keeping in mind the end goal to oversee 

associations with clients, keep up its piece of the overall 

industry enhance its business sector entrance; the other 

hand organization needs to b proficient [3]. This implies 

IT divisions need to lead watchful assessments of IT 

speculations and undertakings, as it is extremely hard to 

comprehend whether activities have an arrival on 

ventures or if nothing else an immediate and clear 

payback Efficiency' and "viability" are without a doubt 

abused, or, best case scenario abused, words [4]. Truly, 

the production of a hierarchical structure ready to en 

beyond any doubt both proficiency and viability in the 

meantime is a definitive long for everybody required in 

organization association [5]. In any case, as indicated 

by driving researchers, the streets that prompt 

productivity can be, and sometimes even should be not 

quite the same as those that prompt viability. At the end 

of the day, so, proficiency requires a steady set-up, 

heaps of schedule, and a monstrous amount of ex stake 

rules; then again, to accomplish viability it is important 

to upgrade individual initiative, inspiration, capacity to 

settle on choices in irresolute circumstances, thus on 

This is the reason one of the  fundamental issues in 

significant organizations is the manner by which to 

consolidate both streets effectively and make them 

coincide while ceasing from low-quality com-

guarantees [6].  

 

The last creators offer their own elucidation of 

the "portioned association. Information quality is a 

moderately new idea to numerous associations [7]. With 

the expansion in information accumulation and 

capacity, and the digging of that information for 

business utilizes, the nature of the data delivered turns 

out to be progressively essential. Terrible data can lead 

an association to misuse assets on incapable tasks, 

however quality data can recognize needs, coordinate 

focused on administrations and make efficiencies in 

consistently work. A quality administration framework 

(QMS) is an accumulation of business procedures 

concentrated on reliably meeting client necessities and 

improving their fulfillment. It is communicated as the 

hierarchical structure, arrangements, systems, 

procedures and assets expected to actualize quality 

administration. From the perspective of business 

organization, administration quality is an 

accomplishment in client administration. It reflects at 

every administration experience. Clients structure 

administration desires from past encounters, verbal 

exchange and ad. By and large, Customers contrast saw 

benefit and expected administration in which if the 

previous misses the mark concerning the last the clients 

are frustrated [8]. In associations that have a Board of 

Directors, the project will likewise need to keep up the 

backing of the board. Board individuals may at first see 

telecommuting as immaterial to the association's main 

goal. Clear objectives, a justification for 

telecommuting, and advance reports will go far toward 

picking up and looking after backing. Major Indicators 

of Successful Implementation of CRM Organizations 

that enter to contend in another business sector 

debilitate the current and strong ones, because of better 

approaches for doing and considering organizations. 

One of the variables that have driven all these 

progressions is the steady change and development of 

innovation. In view of this reality, the CRM idea has 

developed in a manner that these days it must be seen as 

a methodology to keep up a long haul relationship with 

the clients. 

 

This segment will exhibit a few creators' 

perspectives on goals and advantages of CRM. 
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Clarification that an on-running association with clients 

will help in giving a suspicion that all is well and good, 

trust and sentiment control. Though studies have 

presumed that the real reasons enterprise chiefs are 

actualizing CRM Improve Customer Satisfaction. This 

segment will exhibit a few creators' perspectives on 

goals and advantages of CRM. Again it clarifies that an 

on-running association with clients will help in giving a 

suspicion that all is well and good, trust and sentiment 

control. Using shrewd I.T. CRM can give moment 

administration reactions in light of client inputs and 

prerequisites [9]. Give Information on future deals. Via 

consequently investigating the customers buys and past 

history patterns and estimations of future purchasing 

conduct can be made. Separated and Customized 

Service Utilize the majority of the innovation accessible 

to convey up to the second data about each   client and 

to give key execution pointers about every client [10]. 

To better address clients' issues be adaptable and 

proceed onward data as it arrives. Having the capacity 

to acknowledge and oversee leads as they arrive and 

take care. The fundamental main thrust behind most 

CRM executions are not those of securing vital data, yet 

rather making the business procedure more compelling 

[11].  

 

The fundamental worry of CRM is to make 

utilization of the considerable measure of gathered 

information [12]. Deals delegates ought to effortlessly 

see what has been purchased in the past and what past 

calls also or grumblings have been about. 

Mechanization CRM, particularly "Operational CRM", 

is gone for enhancing the effectiveness of the 

advertising process through mechanization of the 

business procedure. Scholars veered in figuring a 

particular definition for CRM [13].  This dissimilarity 

might be owed to a distinction in the logical foundation 

of these essayists. In the first place, characterized CRM 

as a technique for comprehension the client conduct 

through serious correspondence with him/her to 

enhance the execution which is spoken to in drawing in 

the client, keeping him/her and expanding his/her 

dedication what's more, benefit [14]. It can be seen that 

this definition views CRM as simple correspondence 

with respect to the association to comprehend the 

client's conduct [15]. Characterized CRM as the 

association completing a considerable measure of data 

about the client from different assets and keeping it in 

request to separate the domains, dissect and reuse [16]. 

This definition views CRM as just gathering and 

recording data about the client.  

 

 

 

 

Research Problem 

Customer relationship management always 

keeps changing based on many variables. The study 

conducted here has a detailed description of many 

variables. Though companies are involved in many 

activities to attract customers for the better business 

development then too the competition in the market 

leading to confusion for the real demand for the product 

by the consumer. Literatures talk on many issues but 

companies are forced to build the customer relationship 

management. So, the research problem observed here as 

to measure the efficiency and importance of customer 

relationship management by TYPICAL PHARMA in 

the society. 

 

Research Objectives 

To solve the research problem and to find the 

answer for research question, following objectives 

planned are: 

 To know the variables of customer relationship 

management practices. 

 To measure the importance of customer 

relationship management. 

 To know the importance of indicators of 

implementation of CRM. 

 

RESEARCH METHODOLOGY 

The study conducted on the sample size of 240 

customers the part of society frequently visits the 

TYPICAL PHARMA store in Erbil, Kurdistan. The 

general approach for study applied we can collect data 

from two sources, primary sources and secondary 

sources. Data collected from primary sources are known 

as primary data and data collected from secondary 

sources are called secondary data. Primary data are also 

known as raw data. Data are collected from the original 

source in a controlled or an uncontrolled environment. 

Secondary data are data obtained from secondary 

sources such as reports, books, journals, documents, 

magazines, the web and more. In order to collect the 

data set needed to test the research questions, a cross-

sectional study design was used. This design was most 

convenient as the questionnaire was only sent out once 

to a single population element. Cross-sectional study 

design fits studies that aim to analyze a phenomenon, 

problem, situation, attitude or issue by considering a 

cross-section of a certain population at one point in 

time. This has given the clear number of employees 

working in the export business. The sample selection 

done randomly, using simple random sampling method 

of probability sampling. The instrument is pretested and 

well justified, used for this study, with a minor 

modification in the items. The instrument further gets 

tested for its reliability and gets used in the study. 
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DATA ANALYSIS 

 

Reliability Statics 

Cronbach's Alpha N of Items 

.648 20 

 

Demographical Data 

Parameter Frequency Percent 

Gender Male 150 62.5 

Female 90 37.5 

Age 16 Years-25 Years 48 20.0 

26 Years -35 Years 90 37.5 

36 Years -45 Years 66 27.5 

46 Years -55 Years 36 15.0 

Marital Status Single 135 56.3 

Married 105 43.8 

Education Graduate 162 67.5 

Post Graduate 3 1.3 

Ph.D. 75 31.3 

Family Income/ Month Up to $1000 48 20.0 

$ 1001 - $2000 96 40.0 

$ 2001 - $3000 84 35.0 

$3001 - $4000 12 5.0 

Profession Student 3 1.3 

Private Employee 189 78.8 

Govt. Employee 39 16.3 

Business 9 3.8 

 

Items Data 

Parameter Frequency Percent 

We provide accurate 

information about customers 

Strongly Disagree 6 2.5 

Disagree 57 23.8 

Neutral 84 35.0 

Agree 81 33.8 

Strongly Agree 12 5.0 

Information on the business 

system is completed 

Strongly Disagree 21 8.8 

Disagree 120 50.0 

Neutral 00 00 

Agree 93 38.8 

Strongly Agree 6 2.5 

Information about customers 

is up to date 

Strongly Disagree 00 00 

Disagree 30 12.5 

Neutral 87 36.3 

Agree 108 45.0 

Strongly Agree 15 6.3 

The provided Information is 

understandable 

Strongly Disagree 3 1.3 

Disagree 24 10.0 

Neutral 66 27.5 

Agree 108 45.0 

Strongly Agree 39 16.3 

Our business system is easy to 

use 

Strongly Disagree 3 1.3 

Disagree 42 17.5 

Neutral 60 25.0 

Agree 90 37.5 

Strongly Agree 45 18.8 
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The business system has good 

user interfaces 

Strongly Disagree 9 3.8 

Disagree 27 11.3 

Neutral 78 32.5 

Agree 78 32.5 

Strongly Agree 48 20.0 

The business system speed is 

very high 

Strongly Disagree 18 7.5 

Disagree 30 12.5 

Neutral 78 32.5 

Agree 78 32.5 

Strongly Agree 36 15.0 

The business system provides 

clearly the different options 

Strongly Disagree 12 5.0 

Disagree 30 12.5 

Neutral 72 30.0 

Agree 84 35.0 

Strongly Agree 42 17.5 

The business system handles 

problems in dependable way 

Strongly Disagree 18 7.5 

Disagree 24 10.0 

Neutral 81 33.8 

Agree 66 27.5 

Strongly Agree 51 21.3 

The business system performs 

service right the first time 

Strongly Disagree 15 6.3 

Disagree 36 15.0 

Neutral 72 30.0 

Agree 93 38.8 

Strongly Agree 24 10.0 

The business system has the 

ability to prompt service to 

customers 

Strongly Disagree 6 2.5 

Disagree 21 8.8 

Neutral 84 35.0 

Agree 84 35.0 

Strongly Agree 45 18.8 

The provided services by the 

business system are 

convenience to the customers 

Strongly Disagree 21 8.8 

Disagree 42 17.5 

Neutral 54 22.5 

Agree 78 32.5 

Strongly Agree 45 18.8 

Top management perceives 

customer value to be part of 

the organization’s vision 

Strongly Disagree 12 5.0 

Disagree 30 12.5 

Neutral 81 33.8 

Agree 72 30.0 

Strongly Agree 45 18.8 

Customer value is regarded as 

a high priority by top 

management 

Strongly Disagree 12 5.0 

Disagree 30 12.5 

Neutral 78 32.5 

Agree 72 30.0 

Strongly Agree 48 20.0 

The executive sponsors are 

regularly involved throughout 

the business project 

Strongly Disagree 15 6.3 

Disagree 36 15.0 

Neutral 81 33.8 

Agree 69 28.7 

Strongly Agree 39 16.3 

Top management frequently 

contact the executive sponsors 

of the business system 

Strongly Disagree 9 3.8 

Disagree 27 11.3 

Neutral 84 35.0 

Agree 84 35.0 

Strongly Agree 36 15.0 
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Customer retention rate for old 

customers is very high 

Strongly Disagree 24 10.0 

Disagree 18 7.5 

Neutral 48 20.0 

Agree 96 40.0 

Strongly Agree 54 22.5 

Customer retention rate for 

new customers is very high 

Strongly Disagree 21 8.8 

Disagree 42 17.5 

Neutral 66 27.5 

Agree 75 31.3 

Strongly Agree 36 15.0 

Customer loyalty is very high Strongly Disagree 15 6.3 

Disagree 15 6.3 

Neutral 72 30.0 

Agree 99 41.3 

Strongly Agree 39 16.3 

A significant amount of 

service requests is being 

successfully handled 

Strongly Disagree 12 5.0 

Disagree 27 11.3 

Neutral 60 25.0 

Agree 99 41.3 

Strongly Agree 42 17.5 

Total 240 100 

 

One-Sample t- Test 

Parameters Test Value = 4 

t df Sig. (2-tailed) 

We provide accurate information about customers 2.512 239 .013 

Information on the business system is completed 8.044 239 .000 

Information about customers is up to date 8.817 239 .000 

The provided Information is understandable 11.047 239 .000 

Our business system is easy to use 8.308 239 .000 

The business system has good user interfaces 7.928 239 .000 

The business system speed is very high 4.884 239 .000 

The business system provides clearly the different 

options 
6.850 239 .000 

The business system handles problems in dependable 

way 
6.049 239 .000 

The business system performs service right the first time 4.628 239 .000 

The business system has the ability to prompt service to 

customers 
9.356 239 .000 

The provided services by the business system are 

convenience to the customers 
4.451 239 .000 

Top management perceives customer value to be part of 

the organization’s vision 
6.425 239 .000 

Customer value is regarded as a high priority by top 

management 
6.705 239 .000 

The executive sponsors are regularly involved 

throughout the business project 
4.717 239 .000 

Top management frequently contact the executive 

sponsors of the business system 
7.155 239 .000 

Customer retention rate for old customers is very high 7.397 239 .000 

Customer retention rate for new customers is very high 3.469 239 .001 

Customer loyalty is very high 8.210 239 .000 

A significant amount of service requests is being 

successfully handled 
8.025 239 .000 
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FINDINGS AND CONCLUSION 

This all work it has benefit to the company and 

society  This study endeavors to fill such research holes 

by investigating how corporate CRM forms speaking to 

CRM procedures influence every client value driver 

and, in the long run, authoritative execution. Consider 

the numerous advantages of putting the Elton Mayo 

administration hypothesis to work for your business. On 

the off chance that you choose to utilize it, why not go 

hard and fast and practice it in every one of the ranges it 

can viably address: your own particular administration 

of the organization, your supervisors' improvement and 

your representatives' engagement.  Whether results are 

certain or negative, they are prone to change the 

hierarchical connection somehow. For instance, an 

effective CRM usage ought to expand information 

administration capacities, readiness to share information 

abilities and to share information and so forth. 

Additionally, an unsuccessful execution may prompt an 

inverse impact making staff more hesitant to work 

together or to utilize the new innovation. This can help 

researcher and lecturer to teach student and for the next 

learner and particularly on poor specialists, for 

example, numerous in independent work and little 

firms.  

 

The paper displays a model where people pick 

whether to package putting something aside for 

maturity in a secured work or to spare freely while 

picking a revealed work. The determinants of the 

powerful rate of return offered by the contributory 

annuity arrangement incorporate the profit differential. 

In spite of the fact that the examination has achieved its 

points, there were some unavoidable confinements. In 

the first place, due to as far as possible, Second, the 

doctors' over-burden work they don’t have time to 

filling survey. CRM assumes a critical part in 

healthcare industries. Coordinated effort of top 

administration, innovation and authoritative society 

ought to lead the association to move forward their 

execution in medicinal services industry. Ordinarily, 

CRM methodology can be appeared to enhance benefit, 

and then the association is clearly on the right way and 

succeeding. This is on account of, to fulfill medicinal 

services administration shoppers, suppliers ought to 

accentuate proficiency and kindness, be responsive also, 

willing to, confer certainty and trust from persistent. 

Fulfillment can be critical for looking after long term 

connections, significantly affecting the goal to return 

and readiness to suggest. Client relationship 

administration (CRM) is a way to deal with dealing 

with an organization's association with present and 

future clients. The CRM approach tries to examine 

information about clients' history with an organization, 

keeping in mind the end goal to better enhance business 

associations with clients, particularly concentrating on 

holding clients, so as to drive deals growth. One critical 

part of the CRM methodology is the frameworks of 

CRM that arrange data from a scope of various stations, 

including an organization's site, phone, email, live talk, 

showcasing materials. 
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