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ABSTRACT

The revelation in mobile devices and wireless technologies leads to reach customers wherever and whenever which increas
productivity and efficiency for many types of organization. By using social and mobile customer relationship management
improve sales team performance by allowing customer services to remotely track contacts and accounts of their customers
Small andmediumsizedenterprises play an important role iglobal economic growth but they faced by many challenges in

the global marketThe small and medium enterprisestarted using mobile devices and mobility services to penetrate the global
market. Mobile CRM will benefit both organizations and customers through maximizing the utilization of mobility services and
proving new value dded to the businesseMobile aspects can present many new opportunities for small and medium
enterprises. The main purpos# this paper focuses on the value added that can be gained by small and medium enterprises by
using Mobile CRM.
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1.INTR ODUCTION

Nowadays,customer relationship management (CRM) strategies are very importatit levels of enterprises. CRM help
enterprises to manage customer lifecycle and imppovductivityand efficiency. Customer relationship management is the main
pillar of successin any enterprise. The growth in using mobile devicesmiarketingis increasing continues ardirecty
interacton with customers. Mobile CRM opens new opportunities for small and medium enter to compete in the global market.

CRM provdesall everyelemenof HQWHUSULVHIV LOQOWHUDFWLRQ ZLWK LWV FXVWRPHUV L
the opportunity, taking the order, payment, delivery and supporting the services after buying. CRM helps enterprises
communicate with cstomers in all stages before, during and atftersalesprocess.Generally CRM assiss in studying and
understanding customéehaviar. CRM can add competitive advantagesifigreasng customer loyalty and retentio@€RM is

not limited to sales managentealone but covers the entire customer life cycle, marketing, after sales service and suppor
activities[1].

The use of relational databases, data mining and data warehousing tools are very essentiakjopliCRiMns and involvement
in all busines processes such as the marketing, sales and finance departments, therefore CRM helps theshanfitg of
customers across the whole busin@$s

There was a growth in using Smartphone in all activities in the developed and developing couetsiegear. So SMES
increased their investments into marketing activities in mobile media in order to reach their target cd@$umers

Globalization and the increasing in competitieadto using mobile devices to reach to the huge base of custorherseathe
world. The transformation from the Interdedised applications to wireless and mobile applications is increpemsgnalization
and individual marketing. Using mobile devices provide information through search facilities which help customansade
and detecting the orders.

2.MOBILE CRM
The transformation of internet users from desktop to mobile devices leads the users to be available 24 hduosr7ateyshere
all over the world Also, the Adoption of usinginternettechnologieggrows from 2000 to 2019 and thgrowth is continuouly
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