The effect of customer relationship management on company
performance according to the moderating role of innovation
capability: Evidence from button mushroom production and
packaging company
Introduction
Agriculture, as one of the most important economic sectors in Iran, has many capabilities
and capacities for creating many jobs with minimal investment (Sifelahi, 2021). One of
the active fields in agriculture is growing edible mushrooms. Nowadays, edible
mushrooms are very popular in most countries of the world as a food rich in minerals,
vitamins and proteins, and its industrial production can be a source of employment and a
good income (Mehboubi, 2015). Understanding customer behavior is a key requirement
for the success of any company's marketing and development activitieSEtale and Uranta,

field of agriculture, innovation in effective communication with customers become

one of the requirements for the success of these companies. There current
research aims to study the effect of customer relationsh ods on the
organization's performance with regard to the moderating r i on capability;
which has been done by collecting empirical evidenceMrom ctive in the field

of agriculture, the white mushroom production and pac

Materials and Methods
In terms of the purpose, the curreritiregearchyi idered as applied research and in
terms of methodology, it is considéfed
questionnaire was used as the main tool for ctiogy, This questionnaire contains
ur‘r\wanization's performance,
e (M@en et al, 1999) including four
ess, customer and financial was used.
t methods, the standard customer

al. (Alem et al, 2013) and Gabe (2005)

Mann et al.'s balance
dimensions of growth
To measure custowg
relationship mapagéfe
including five

used to verify
employees of the

ability. The statistical population of this research included the
utton mushroom production company in Kashmir city. The
questionnaire was distributed to all employees of the company by census method, and 53
usable questionnairegs)were collected. SPSS version 19 software was used for data
analysis and structural equation modeling based on SmartPLS version 3 software was
used for path analysis.

Results and Discussion

In order to determine the appropriate type of analysis, the normality of the research
variables was examined using the Kolmogorov-Smirnov test, and based on the test
results, the significance value was lower than the error level (0.05) in all cases. As a
result, the data distribution is not normal. Therefore, structural equation modeling based
on covariance (LIRREL software) cannot be used, therefore PLS structural equations are
used for model testing. According to the results of the research, sharing information with
customers has a significant positive effect on the performance of the organization with a
coefficient of 0.318. Also, this relationship is positively adjusted by the innovation



capability variable with a coefficient of 0.622. Based on the results of the research,
involving the customer with a coefficient of 0.410 has a significant positive effect on the
performance of the organization. The innovation capability variable also moderates this
relationship with a coefficient of 0.538. Long-term partnership with customers also has
a significant positive effect on the performance of the organization with a coefficient of
0.430. The innovation capability variable moderates this relationship with a coefficient
of 0.426. Based on the findings of the research, problem solving jointly with customers
has a significant positive effect on the performance of the organization. The coefficient
of influence of this relationship is 0.685, which is greater than the coefficient of influence
of other components of relationship management with customers and the organization's
performance, which shows that it has the greatest impact on the organization's
performance. The innovation capability variable moderates the relatiq@ship between joint
problem solving and organizational performance with a coefficient of 0,541. Customer
relationship management based on technology has a significant positiv

organization's performance with a coefficient of 0.577, and this relation3hi
and significantly moderated by the innovation capablllty*arlable
Conclusions

Due to the fact that mushroom cultivation is quick-yielding a
it has caused mushroom production to be noticed in
the main concerns of mushroom producers, due to th competition in this
field, is the issue of maintaining current customers and new customers, and as
aresult, improving organizational peﬁormance THhegefore, it is suggested that companies

ran today. One of

increase the positive effect of infor erformance by developing and
strengthening innovation capabilities. ementing strategies to train and

encourage employees to innovate and create e of Mnovation in the organization
Wre employees can easily
share mformatlon with i stomers can significantly improve the

roving information technology and

communication wi tomers, encouraging cooperation and

exchanglng |r1‘v‘

mer is involved in the joint creation of value, during the
become part of the company, and due to these relationships
eyond the consumption of goods and services will be created for
these customers will be more satisfied. With the increase in
mers' awareness of different products and brands in the market,
attention to customer's wishes and needs is expanding day by day in organizations. For
this reason, it is essary for the opinions of customers to be effective in the
development of the company's future products or services. Considering that for many
companies, conducting market research is not very cost-effective and the cost of re-
design and production is very high for the company, it is recommended to create two-
way relationships between customers and manufacturers and use this relationship to solve
problems and improve Take maximum advantage of organizational performance. You
can also track the behavior and performance of your customers online and use the Internet
technology to customize prices, communications, services and products and attract new
customer.

the customer, an
competition and cu
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Innovation is an important indicator
for organizations because it creates
value and sustainable competitive
advantage in the current complex and
changing environment. More
innovative organizations than other
organizations are more successful in
reacting to environmental changes to
create and expand new capabilities
and achieve better performance.
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Factors affecting the development of
information and communication
technology consist of 6 components
(legal factors and targeted policies,
technical and technological factors,
educational-promotional factors,
managerial factors and cultural
factors in the agricultural sector) and
32 indicators, which play a
fundamental role in the development
of entrepreneurial businesses in It has
an agricultural sector.

Ab CS5b Gnd gy syie b b)) copie
..\S)b (S yuio Lg)blég 2 d)btu 9 Cule
h S gldasly &5 gpude Culs) (onionen
Syl g yuio b blS)l copie oo byl o

S o ol (g ynde (5P 9 <S55
Customer relationship management
and company reputation have a
positive and significant effect on
customer loyalty. Also, customer
satisfaction plays a partial mediating
role in the relationship between
customer relationship management,
company reputation and customer
loyalty.
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Investigating the effect of

organizational knowledge
sharing on innovation
performance with the

mediating role of innovation
capability and moderating
scale of networking and
communication power (case
study of small and medium-
sized companies in Iraq).
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Optimizing e-commerce methods and
communicating with the smart grid
will improve customer relationship
management.
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Customer knowledge has also had a

positive and significant impact on
marketing performance and product

innovation development, and
electronic  customer  relationship
management and customer
knowledge through product

innovation development have had a
positive and significant impact on
marketing performance.
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The quality of electronic customer
relationship management
significantly affects the development
of product innovation and marketing
performance, and the capacity of
customer knowledge sharing also

affects the development of product
innovation.
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Electronic customer relationship
management has a positive and
significant effect on customer
loyalty, customer knowledge
management and organizational
innovation. Also, customer
knowledge management and
customer loyalty have a positive
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components of acceptance of
customer relationship
management social systems
by professional users using
web technology 2.
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The effect of electronic
customer relationship
management on marketing
performance by analyzing the
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and  significant  effect on
organizational innovation. In
particular, the important role of
customer knowledge
management as a mediating
variable in the effect of electronic

customer relationship
management and  customer
loyalty on organizational

innovation has been emphasized.
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Customer satisfaction has a positive
and significant effect on the quality of
customer relationship management
and customer loyalty. Also, the
mediating  role  of  customer
relationship management was
confirmed.
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Sharing knowledge among managers
helps the organization in coordination
between the strategies of different

levels and the power of change and
adaptation.
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Buyer behaviors and consumer-driven
innovation positively affect customer
feedback management and CRM
success.
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Digital marketing has a significant
impact on CRM and a significant
impact on customer behavioral
intentions. CRM mediates the effect
of digital marketing on customer
behavioral intentions.
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quality.
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The effect of innovative
leadership and knowledge
sharing on the organization's
performance through strategic
coordination  (case study:
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companies of Tawanir).
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A model for evaluating the
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industrial  marketing:  the

mediating role of customer
feedback management.
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