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How does CRM technology transform into organizational

performance? A mediating role of marketing capability
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6. Conclusions

In conclusion, it is hoped that this research contributes to both academics and business practitioners
by improving our understanding of successful CRM implementation. By examining the holistic
process by which CRM technology leads to organizational performance, this study specifically
helps management to know what it should do in order to actualize CRM performance. It is
evident that marketing capability plays a pivotal role in translating CRM technology into
business outcomes. Additionally, in order to utilize CRM technology effectively, management
should set up a customer-centric organizational culture and management system. Despite the
progress and insights achieved, however, there remains a strong need for future research to
build upon these findings and further expand our understanding of this important research
topic. It is believed that such research will offer meaningful implications for research and
practice alike.
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