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The Impact of Digital Transformation on Customer Relationship
Management: A Field Study of Commercial of the Hayel Saeed Anam
Group in the Capital Municipality of Sana'a

Abstract

The study aimed to determine the impact of digital transformation on customer
relationship management in the commercial companies of the Hayel Saeed Anam group
operating in the capital city of Sana’a, and to identify the extent of statistically
significant differences at a significance at a significance level (a >5.05) in customer
relationship management attributable to the company name. The study adopted the
descriptive analytical approach, and the study population consisted of employees
working in two commercial companies, namely NATCO Consumer Product Company
and the Middle East Company (METCO), with a total of (114) individuals distributed
among sales management, marketing management, information technology
management, in addition to general managers, department managers, and heads of
sections. The study employed a complete census technique due to the small population
size. The data were processed using the Statistical Package (SPSS — V. 27). The study
found that the level of practicing customer relationship management and digital
transformation in the companies was high, with differences in the impact of digital
transformation dimensions on customer relationship management. The most influential
was digital skills, followed by digital culture, than digital leadership. Digital technology
did not show any effect on customer relationship management. The study also provided
several recondition, the commercial companies of the Hayel Saeed Anam group in the
Capital Municipality of Sana’a should pay more attention to practicing digital
transformation in different dimensions because of its role in improving customer
relationship, with a focus on digital skills.
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