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Abstract

Purpose: To validate the impact of Customer Relationship Management (CRM) technologies on stable 

competitive advantage of companies. Confronting the existing ambiguous research.

Design/methodology/approach: In step one, 757 publications were verified in a systematic literature review 

to establish precise CRM technology implementation success indicators. In step two, phone surveys were 

conducted with 608 corporate respondents to link CRM technology implementation success indicators 

with stable competitive advantage. Step three involved statistical inference applying machine-learning 

powered association rules/basket analysis.

Findings: The best and the worst-performing companies simultaneously reported only low to moderate 

levels of CRM technology implementation success indicators. Both groups of companies do not differ 

significantly as far as CRM technology applications are concerned. Hence, direct impact of CRM technology 

on achieving stable competitive advantage was negatively validated. 

Research limitations/implications: Spatial positioning of this research in the Polish market demands 

studies in other markets to ensure the generality of findings. Research on CRM technology does not 

embrace other industry 4.0 technologies. Studies dealing with other technologies would shed more light 

on the overall role of the industry 4.0 revolution and the constraints in implementing new technologies.

Originality/value: The research supposed that the ambiguity in existing research is caused by the 

methodical mistake: mixing the best and the worst-performing companies in one research survey. 

A hypothesis was established stating that the CRM technologies will only significantly impact stable 

competitive advantage of the best performing firms that have the competence to exploit their potential. 

This hypothesis was negatively verified.
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przewagi konkurencyjnej?

Streszczenie

Cel:

( -

Metodologia:

statystycznej z wykorzystaniem technik uczenia maszynowego (analizy asocjacji/koszykowej).

Wyniki:

Ograniczenia/implikacje badawcze: -

-

-

-

1. Introduction
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2. Theoretical Background

2.1. The Method of Systematic Literature Review

– selection of academic resources, 
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Source: This table was prepared by the author of this study.
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the scope of the paper,

basic relational factors like trust and commitment,

Table 2

1 2 3

Business Economics 4

4

Journal of Business Research
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1 2 3

4

4

4

129

Source: This table was prepared by the author of this study.

Table 2 – continued
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employee commitment and empathic customer encounter. At a more 

2.2. The Impact of CRM Technology on Businesses
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Table 3

Statements Defining the Success of CRM System and Other Related ICT Instances
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– present and former employees, 
– trainees and former applicants.

Source: This table was prepared by the author of this study.

2.3. Defining Sustainable Competitive Advantage

Table 3 – continued
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Table 4

Source: This table was prepared by the author of this study.

3. Materials and Methods

3.1. Grading Scale and Pooling Procedure
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3.2. Basket Analysis/Association Rules Mining

as A 
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I i i ik} be a set of k-binary attributes called items, 
k denotes the number of attributes. 

a subset of I

Tj t t tn Tj I n 
denotes the number of respondents. 

4. Results & Discussion

 
in this field.



 

Does CRM Technology Help in Achieving Sustainable Competitive Advantage? 141

Table 5

Means for Variables S1–S11 Computed for the Empirical Results

Source: This table was prepared by the author of this study.

in the case of the basket analysis.
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5. Conclusions, Research Contribution & Limitations

The article was written under the project financed within the Regional Initiative of Excellence 
project of the Minister of Education and Science Republic of Poland, years 2019–2023, grant 
no. 004/RID/2018/19, financing PLN 3,000,000.
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