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business profitability with the mediating role of customer satisfaction (case study: customers
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of Artin Borna Company in Tehran). The research method is quantitative and correlational.
The statistical population of this study includes all customers of Artin Borna Company in
Tehran, and the sampling method was simple random sampling. Structured and
standardized questionnaires were used to measure customer relationship management,
business profitability, and customer satisfaction. The validity of the research variables was
assessed through confirmatory factor analysis. The reliability of the research variables
indicated that Cronbach's alpha for the research variables, including customer satisfaction,
profitability, profit quality, and customer relationship management, demonstrates the
reliability of the research instrument. The findings of the study reveal that customer
relationship management has a significant impact on business profitability, and customer
satisfaction plays a mediating role in the effect of customer relationship management on

business profitability.
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Extended Abstract

Introduction

Customer Relationship Management (CRM) has
become a critical strategy for businesses aiming to
enhance customer satisfaction and profitability.
Effective  customer interactions  contribute
significantly to building loyalty, increasing repeat
purchases, and ultimately driving commercial
profitability. Organizations that successfully
implement CRM strategies can better understand
customer preferences, leading to improved
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customer retention and financial growth (Ferrer-
Estévez & Chalmeta, 2023).

Previous studies highlight that profitable customer
relationships rely not only on transactional
exchanges but also on long-term engagement
strategies (Yeung & Ennew, 2000). Maintaining
strong customer relationships is particularly crucial
in competitive markets, where businesses must
distinguish themselves by offering superior
products and services (Yadav et al., 2022). This
study investigates the impact of CRM on


https://creativecommons.org/licenses/by-nc/4.0/
https://creativecommons.org/licenses/by-nc/4.0/
https://doi.org/10.22034/necsbm.2024.474716.1075
https://creativecommons.org/licenses/by-nc/4.0/
https://creativecommons.org/licenses/by-nc/4.0/
https://creativecommons.org/licenses/by-nc/4.0/

176 Zakerian, M. Vol. 2 Issue.2 2025, pp: 175-191

commercial ~ profitability, = emphasizing  the
mediating role of customer satisfaction. By
analyzing a sample from a Tehran-based company,
the research aims to provide empirical insights into
how CRM strategies influence financial outcomes.

Methodology

This study adopts a quantitative research approach,
utilizing a descriptive-correlational design to
examine relationships between CRM, customer
satisfaction, and commercial profitability. The
statistical population includes customers of Artin
Bernay, a commercial company in Tehran. A
random sampling technique was employed,
resulting in a sample size of 66 respondents,
determined based on Morgan’s table. Data
Collection Data were gathered using structured,
standardized questionnaires, adapted from previous
validated studies (Fraihat et al., 2023).

The questionnaire comprised three sections:

a. Customer Relationship Management
(Independent Variable): Examining CRM strategies
such as personalized customer service, effective
communication, and data-driven decision-making.

b. Customer Satisfaction (Mediating Variable):
Measuring perceived service quality, expectations,
and overall satisfaction.

c. Commercial Profitability (Dependent Variable):
Evaluating financial outcomes, including revenue
growth, repeat transactions, and long-term
profitability.

Data Analysis The study employed SPSS and
Smart PLS software for statistical analysis.
Reliability was assessed using Cronbach’s Alpha
and Composite Reliability (CR), ensuring internal
consistency. Validity was verified through
Confirmatory Factor Analysis (CFA) and Average
Variance Extracted (AVE). Structural Equation
Modeling (SEM) was applied to test direct and
indirect relationships, evaluating the mediating
effect of customer satisfaction.

Results and Discussion

Descriptive Statistics

The study sample consisted of 66 respondents,
including, 68.2% male, 31.8% female; 54.5%
between 41-50 years old. 54.5% had a bachelor’s

degree. and 53% had more than 15 years of
experience with the company.

Cronbach’s Alpha & Composite Reliability (CR)
confirmed high reliability (above 0.7 for all
constructs). Average Variance Extracted (AVE)
values were above 0.5, ensuring convergent
validity. Fornell-Larcker Criterion confirmed
discriminant validity, indicating that the constructs
were distinct from each other.

Hypothesis Testing

1. CRM — Commercial Profitability
Path coefficient: 0.447

p-value: 0.000 (statistically significant)

Interpretation: Companies with strong CRM
strategies experience higher profitability, as
effective customer interactions lead to increased
purchases and revenue stability.

2. CRM — Customer Satisfaction
Path coefficient: 0.754
p-value: 0.000 (statistically significant)

Interpretation: CRM significantly enhances
customer satisfaction by improving service quality,

personalizing  customer  interactions,  and
maintaining effective communication.

3. Customer Satisfaction —  Commercial
Profitability

Path coefficient: 0.657

p-value: 0.000 (statistically significant)
Interpretation: Higher customer satisfaction

directly leads to increased profitability. Satisfied
customers are more likely to repurchase,
recommend the company, and remain loyal.

4. CRM — Customer Satisfaction — Commercial
Profitability (Mediation Test)

Variance Accounted for (VAF): 52.5%

Conclusion:  Customer satisfaction partially
mediates the relationship between CRM and
commercial profitability.

Interpretation: While CRM directly boosts
profitability, a significant portion of its impact
occurs through improved customer satisfaction.
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CRM enhances financial performance by
increasing customer retention and repeat
purchases. Satisfied customers are more likely to
stay loyal, reducing customer acquisition costs and
stabilizing revenue streams. Companies that
personalize interactions through CRM tools
achieve better profitability than those that focus
only on transactions. Customer feedback
mechanisms play a crucial role in improving
services, which ultimately strengthens financial
outcomes. Finally, investing in CRM infrastructure
(such as Al-driven analytics and automated
customer interactions) can further optimize
profitability.

The findings align with prior research (e.g.,
Chauhan, 2023; Akdogan & Durmaz, 2022),
confirming that CRM is a key driver of business
success.

Conclusion

This study highlights the crucial role of CRM in
enhancing profitability, with customer satisfaction
serving as a key mediating factor. By strengthening
customer relationships, businesses can achieve
sustainable financial growth.

Managerial Implications

e Enhancing CRM Infrastructure:
Organizations should invest in Al-driven
customer analytics to personalize services.

e (Customer Feedback Integration: Businesses
must actively monitor satisfaction levels
and adjust services accordingly.

e Employee Training: Staff should receive
ongoing training to improve customer
interaction skills.

e Long-Term Relationship Focus: Companies
should prioritize customer retention
strategies over short-term sales gains.

Future Research

e Examining CRM's impact across different
industries.

e Exploring technological advancements in
customer relationship management.

Investigating cultural factors affecting
CRM effectiveness.
By leveraging CRM  strategically,

businesses can enhance customer loyalty,
optimize profitability, and maintain a
competitive edge in dynamic markets.
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