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The Impact Of Customers Relationships Management
On Organizational Performance Using The Balanced
Scorecard: An Empirical Study In Jordanian
Commercial Banks.
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Renata Hadadeen
Supervised By:

Dr. Soud Almahamid
Abstract

Information Technology has profoundly changed the way organizations do
business during the past decade. Therefore, the competition between
organizations has been increased. Banks in Jordan like other organizations
work hardly to keep their customers and try to increase them by using
Customers Relationships Mangement Systrem. Therefore, the study aims to
investigate the impact of applying Customer Relationships Management on
the organizational performance using balance scorecard in Jordanian
commercial banks. In order to achieve the objectives of the study the
researcher designed a questionnaire to gather the primary data from the study
sample. The population of this study consists of Jordanian commercial banks
(13 banks). The results revealed that there was a significant impact for

Customer Relationships Management (key customers focus, Customers



relationships management organisation, Customers Knowledge management,
and technology-based customers’ relationships management) application on
organizational performance measured by balanced scorecard (financial
dimension, customers dimension, internal processes dimension, and learning
and growth dimension) in commercial banks working at banking sector in
jordan. The results also indicated that the key customers facous and
customers’ relationships management organisation have the highest impact on
organisational performance measured by balanced scorecard, but no impact
were noticed for customers knowledge management and technology-based
customers relationships management. Based on the research results, the study
arrived to set of practical recommendations among the foremost are: The
Jordanian commercial banks should be given more attention to technology-
based customers’ relationships to boost customers’ satisfaction. Commercial
banks also should activiate customers’ knowledge management to improve
customers’ satisfaction and their competitive postions. Finally, commercial
banks should raise the awareness of their customers to use electronic
interaction tools that are fundemental to technology-based customers’
relationships management in order to know their developed needs and retain

them.

Keywords: Customers Relationships Management , Organisational

Performance , Blanced Scorecard, Commercial Banks
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1 Pearson Correlation KCF
1 454" Pearson Correlation CRMO
1 499" 478" Pearson Correlation CKM
1 533" 715" 353" Pearson Correlation TBC
1 349" 290" 404" 258" |Pearson Correlation BSF
1 522" 201 264" 353" 261" |Pearson Correlation BSCUST
1 564" 565 176 316" 266" 369" |Pearson Correlation BSIP
1| .385" 473" 3177 235" 203 279" 268" |Pearson Correlation BSLG

**_ Correlation is significant at the 0.01 level (2-tailed).

*. Correlation is significant at the 0.05 level (2-tailed).
KCF: Key customers focus, CRMO: Customers Relationships Organization, CKM: Customers Knowledge
management, TBC: Technology-based Customers Relationships management, BSF: Balanced Scorecard financial
Dimension, BSCUST: Balanced Scorecard Customer Dimension, BSIP: Balanced Scorecard Internal Processes
Dimension, BSLG: Balanced Scorecard Learning and Growth Dimension.
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