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Abstract

The study aims to diagnose the relationship and the impact between
the dimensions of the chameleon organization and the customer

relationship management. Based on that the problem of the study was
represented in the following main question (How can the dimensions of
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the chameleon organization be employed for enhancing customer
relationship management?). In order to answer the question of the study, a
hypothetical scheme was formulated to express the relationship between
its main variables and the trends of their influences represented by (the
chameleon organization as an “independent” variable, the customer
relationship management “dependent” wvariable). To verify the
relationship and the effect between the variables of study and their sub-
dimensions, the Zain Iraq Telecom Company was chosen as a field of
study, and the managers in the company were chosen as a sample for the
study. The number of participants reached to (319).

In order to collect the data and information required for the study, a
questionnaire was designed as a main tool in data collection process. The
sub-dimensions of the variables were included within (59) questions
included in the questionnaire based on many scientific sources that
discussed the contents of the study. The descriptive analytical approach
was utilized in an attempt to answer the questions of the study and test its
hypotheses using several statistical methods. Its results reinforce the
hypotheses of the study, the positivity of its objectives, and the validity of
its scheme.

The field study have proved results that are consistent with the study's
objectives and its main philosophy which also proved the existence of
relationships between the investigated variables. The study reached a set
of conclusions, the most important are: The results of the analysis reached
by the study confirm that the dimensions of the chameleon organization
contribute in enhancing the customer relationship management. In
addition to the contribution of the sub-dimensions of the main variables
in enhancing the customer relationship management in the organization.
The study reached many conclusions, the most important one is the need
to choose the appropriate time of moving to the chameleon organization
and employ the organization to improve the patterns of its relations with
customers in order to enhance customer relationship management within
the industry in which the researched organization operates.

Keywords: dimensions of the chameleon organization, customer
relationship management.
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sl Gl Ge ) S5y Glaidd S5l Calgally adlly Clafiall (1o gie ddas
oedh Cigaly Al dalaie clllia (b alady (pee Ciige ilabaiall dsls Laie sa gl
Glabaidll aind) M el e gl ) lgady L ade bl (e cuSay Cilgal
R

On i Al el chasall e wsad) Jlee¥) Cilaliie dalg 1 daaliil) dadall .z
Ay clillie 8 gl 50l Jb b Adaall bl sde pe RSH) e 5080 A giege
ik e 385 B Gyl olagh sl o dedaiall 508 s eaY) 038 IS (JleeY)
le! Baae dusn aaty Gllyy dudlial) ciladaiall 3 e Lgadl] s Gob e Lelniu)
Labiadl (DNA) ddlyg daa piiad g8 Lsull @l e Vo) ldnh oo oS
lgadlia  ge dabiidl  cledy Glaite Gud b gph e oSa (3
oSer Vs Ly Aald Lualaii Adle eliias clpall Ladaialls (4 oYV Y ((Dle) 5 sacladl)
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lgie dadaia JSU 4y elldg oAl shn dabiia cul 5l s laads (Al dedaie &Y
Ll xe dalall b daldl) Leaadley palald) Ll

-(Sultan & Alhadrawi, 2015, 195)

P YIS Aalaiall 480l dawadl sbad dagyl (V10 Yo Yo cdueland) Shig

& ) Sl 2y ekl (Sl JSE wand Wik 0e sy 1 e JSg ()
_Q@Mb caUalud) RERENP

Y (e Slaglaall Lgan 85 Adadd¥) andat A8yl st iyl e g rcilaglral) (Y
DA A e 8 2ol Lo Lgisaling 0l 21 ) LgigSbiey (il

Aaludl 238 g0s o Loy DLAl JASH agd Gan 0ol A8 aaas (gl 2 LAY AAT) Geas (Y
Aalally

29eall Ty cpiliagall dakiiall lgaias A adlgally Silsall glyil sy gl rcfiaal) (€
cdanlly slaa) o agrindiy agalge Sladl (8 agld (e dlsaual)
Ol Alade i Alal Bl cungd tAsandliud) ABLEN Augalll o SRl . g
Wy Lll lasgdn Al 5l cshaill dgalsal la)shig Lilad Bala (58 o) clabaiall
s e 5 o Aadaidl e Gy all Jlee¥) e a8 cAudlid)l mls (sS5 Cage
=i < ((Sazesh & Siadat, 2018, 1) dwdlall sl Je Llall an dica
cAasladls ddalall clyaally Cag lall dasyadl Llail) Gaaad dal (e d2ad) daliie pracal
dadll 5y g gy Llaa) Ao 5l Dl lgle oy & (VY (Yere (glle)
5 e Luenll ALB G5 (g gy sl oS Y Cagk (b Bead) i olad) dagyud)
leld Sl puaall (g cdiady 0sSal alaa¥) aa) e a3 lly el il Al gy il
Pl e A Jaad o)) lgale caan el chuatl) ae Jaladll 2088 (0 220l S8 L Bale
Shaey) h 53 Lals Aile e Jsaand) Alaly djhacad) A5l b Aldad) (il
Ol e s o e Ly agag B By (VA Y10 (o) LgeliSy gy
ASuelial) JleeV) A5y & 2 ladl) lide Lgtuasy donilicd Aaliy aian bl Aalaid)
Oe Baly) I A8LeaY L Aialad) calyuaill 5ol aen e 85080 i L uanll das g
Lobaail)l oy 2ed LS dncdlfial 3sa pde a0 Y Al AL (Beud) (a

.(\W AERAE c@ba]\) A d:\jja ‘?A:ﬁbh‘)”
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Ol clide gyl Ll

S cladaiall L) baba®y) 3 (CRM) il clile 5)) asehe L

iiny g¢d o(Laketa.at.el, 2015, 242) cullall g3l sacle Lalaa) 8 Lgibglgl Juas
oS «(EIKordy, 2014, 128)  asall ducslill Jlae¥) Ay 3 cladaiall 7 lail) ~ i
e Olalidl eyl 8 Tndeg Tteas lewds legunge 42ass CRM aseie ) kil
G ae daipe Wle el Jo paidn ¥ dolee W) Je CRM Gijad getll Glacd)
g ) cladid) 2lias Gy dal ey cliadl Dl sda e Lalead) e Jaxd Jy Jath
ias: CRM I Llaill e Slmi o(Kotler,at el., 2013 , 93) lgsill ded el
ood g Blall (a0 agale Llially ALY oYs Suail i) pad padied duail il
e ol glgus Lgalan) Calisey ciladaiall aiy @M Y] o ladl) e cilalaiall aels
lle 8 O) S LS B Gaind da) e Leladid Je cibudall Baaia )
plal I Llas .(Abd ElAziz & El Essawi, 2012, 218) Jlee¥) cilanilyia
Linss 5 5 Lgale Jaliadly (L 3l ae d8Dle oLl Jald oadil jind et Lol (531 e
Osl e S Aabaidl et dagae 31 s o ((Anderson& Kerr, 2002, 3)
L= psii A Ay il (Abdi.at. el, 2019, 2) is_» Liw «(Fakrulla, 2017, 343)

o 58 IR e o el LY £V 5 e Blaadl g gy shai g cada 5 alagl g il dalaiall
(COfialial) A8l g o gl 0l Sl Alie Clads

Sl SBe Bl 2l 258 b Ladg
el lalia) Al Calagall Maxiad U el sad angill jud t0sal sad dagil) )
Gl Layy culedl dd e als) LEh A 00 Gl
duadl e QBN (S Y 4l e a2l ey «(Rashid & Tahir, 2013, 231-332)
Je¥ o dalf 2ae ehal &0 43l V) daoddl g dgagall JleeW) & Gonill sai dagill
Lty Lol o (a3l gt dagil) Sliie) 23 a8 @y daa (e oailly V) (Jia Adad

.(Siddiqi et al., 2018, 13) 4eall igudi aaloa joela Jia

Cuny Ol i aagll pecat a0 wslid) YD 1a
Al ) S AL clalial JENI e S (Abdallateef et al., 2010, 186)
o Aabaidl Ju dban gsll sn3 angll (Siddigi et al., 2018, 13-14) Caags
i Osl a3 Al asehe ol A gy Janll Bl 3 LY cilals Lol aalaeiad
tlad (e o
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LA il A slas Calagal) aShs

P re delil) s el Calagall e (524

g dadlis B Lo Jpaall daaidl aw o) (Kangu, 2017, 37) S
Glalial aaas e spaall 400l pailadll gaabhise Sa o) e an gl Jaias
(e dediall (SN an Jalailly dssliall Joladl puodad duas agaa deliilly agilaeys (LY
(Yueh,et al., 2010 ,3) Shg dunall L3350 (e 83))el) Clagleall e Jalailly L
gase LSy Ll olad dandlis 8he Gaiad (e dwbiiall (Sa LY ae 2l deldll ()
lolisSay GG Clible Blal ali (8 sl g dagill GsS O) e Al bl JSall
O Gy sl sad dagll (D Gl daailialy dabiil)l dadhial (g o) camag
LYl ey )y dabial dndliul Jass Oly cdabiid)l D05, & ol s dagill (el
ail) Abdis yie g ilgionall paan 8 Gawlid f5olaS Lol (AL dansiliind

(V) 2o Jsa
Apeali 3 5nal) (3820 (8 (g0 3l gad An gl 22y 90
Source: Nikunen , Salla,(2012), Customer Information Management in Lindstroms Subsidiaries in IN

Estonia , Hungary and Slovvakia , Kymenlaakso University of Applied Sciences, Master’s Degree /
International Business Management.p55

CRM agliis . ¥
Cun e Dpala) Gl Giss WA e (Sa dpll Ay CRM aias 2ay
e O ey Gl Guilagall Jsa Ayl Lgblee el cilebiiall a4
CRM il 8 4l Gpadal) cbanilly plaia¥) e CRM i 3 colalaial
Sz aad IKa) calina culadasall Y ellyg ((Abdallateef et al., 2010, 186-187)
lsias  aea e CRM im0 zlany lwly e S50 0
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13 iy e et JSgr aias caladaiall 38 (45<3 O g (SO, et al |, 2020 , 6)
Jon Hona daaliie o oliy Jal (e (oadatill UKl oy sale) (el (pe ailh e¥) il
bl saxie Gully N e Sp Al Gl Gn Gl Gueady Gl
Slo Sl ald D) cldaid) e as Al ey 4y (Yim,et al |, 2005 ,3)
Lobaidl 0¥ CRM ok 4 Glabaial) ells L 38 G351 ae 2aY) dligh lile ok
.(Mohammad,et al, 2013, 231-232 ) JalS < N saxine e

sl 4l (Mohammad & Rashid , 2012 ,221) Sué je¥) 13gs Galaty Ladg
dae &y okt clebaidl o gty LI s dgage Sl ehaY denal) ibasa
& Aalaily LinsloiSilly dinall gL Guilagal) 295 Jia Jand) alige A dexall dunlia
5 dgasall LSl Gladar pgus (Al sV e Loy s glSAl 8oy AL L)
OsSs o) e WS ((Elmudasher & Alaraki , 2020 , 65) s i (e (5U3
e Ly Al pilinadl geall Dla (e dabid) (gruse o sl G5l clllia
AL s Al Aedll @) cleladl e AN el el
(Yimetal, 2005, 3)

laliclh CRM aulann of cluhall e aaall a8t 1 (Sofi et al, 2020) s
Ay Gagually pgr LlisVly G Ly e ol saS il ! CRM alad) 2
<Al . (Sofi et al, 2020, 5-6) yradly dylall Adlall by dadaiall Al )3l
g CRM (8 1€ on aals il e dadiiall Lgple Juans ) Bjeal) o) Joil (S
oo dyanll 50 G Jea lladl pas e Gai)ll Gl o) d2da LVl 22
L (Mohammad & Rashid, 2012, 221) daisa i Glgag (i agic daialy 8ypa
L cilalial 4l e )08 agl dusladall Ll ) Clanad) Guis dabiall Gaay
(Yim etal., 2005, 3) agas 48lall j3a3g
Al 5l LY

O e oalaB 3330 Lgbangy (A Bipea 513 Ll I Jlal) aSlsll e
e b)) i dadaiall mend Laul) Clgal oo LG A 3 Al Ji il
.(Mohammad et al, 2013, 232) dalxiue ddlii Biae (383 (1o LgiSar Lar gl
530 KM 5 CRM  zeal dipeall e 23 CRM asets (Yueh, 2010, 3) ol
Oulall Ll sacliy dadasdd) G Al sl e < CRM ol Sy dajaal)
o il Gisedll Jlas b dazly dals cllis i) ) LS slaill ~ S cplainally

Ay ig)\.l\ P 13l (u}.i‘)x\ A ya §)\J\ cuy‘)ﬂ ztﬁ)u) D S e_.y!su.o d}; M\
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slo il s e Leansis WeSlies ALY (Al Bagasall ddpeall GLuiS) Jos o3
oo ki) Ll Aakidl Jsad A Al i) Aled) o g8 cAelaidly (Sl
Ayl 18 Kall ) claaddly calainall puahieS duld)
Sl WD Go i) Jeast Ay lghoasy L3 dipa Bl e el oSa
orlalll - peadiad) ae WSl Wiallaay lgaihaliy daopally duedll bl
dhiil Jad o) #las o) ) clahall (e 2l 35305 «(Sigala, 2005, 394) sl
dilaiy pes o dabidl 58 e 50S IS4y adiey debaiall & GBIl Gl
Ll dads cilesdy cilatine sliily skl lgaladial (Sa Ally el GiLH Cilaglas
e aadi (e dadaiall (e Cuas (Abdallateef et al., 2010, 187) sl 5Ll
Glabis) 4l dal (e @lldy aglily Cpaas dphaialy agile Blially GG dajs Y1
G dadll ddpaall (e B9 i laal) (ogtie 293 Al 2ay 2y AaBgally dalladl AL
Oy J8 dalll clalsaY) ae Gl Ay @il agye ol
-(EImubasher & Alaraki, 2020, 66)

dabiiall & Galyie gad o duesd daaly dabie SO LAl dlas) ddae (e
lee Ao 3lhy Gl ((lgalasialy iS)ling Glasbeall o Jguanll) (o IS Gauam
A8 yeal) 02a AS5LAey i Ol ¢(Admal) QludS)) and Bl elily cillgally HISEY) aen
s (Al ALiw) Lede (3l Aadaiall 3 Aabiaal Laslial) Jlee¥l Slang o
e Glolee aea T Lgaaat iy Al A il A 8jedlly (55,15 alaidl JwlSo dolee
say .(Assabil, 2011, 25-26) «(idmall alidial) ewd dadiiall & Jlad) )il
Lin ol 635 ety Ayl 300 o3 dewslall #~Laill el 0 22 (Sigala, 2005, 394)
Leiylaly Lgalag A8 peall Jalal daladl) 4dldly deanill dfanll dially Y lat¥ly Clagleal
Sy lagleall pan aie agililKey Guilagall poadil Ajiall ilusylaall iy

Ngalazialg
sk 5 dijeall oLl shae JISE) ooyl (Assabil, 2011, 26-27) s S
L Jiam Al
MEly Al Pla o 3) paddl dgiedal) dijaall G (gl el Gy
s laallg
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lgailialy LeanSs oty Cun call Clehal 3 daspall ddjed) mad (gl tbad ) s
Ay el DA (g

Ll Jyeagll BlSal (ggine S (o Abpaal) aid ja3 oS 4l L) calialy
A jeal) 513 gl Ailedl) Aniiill o)) Cilial ¢lgiad Cal) L) Joaasll Alggus cala) Lalsa
s alanall doghl) (315 disyLag Adpnall (ki b
Laglgsill Ao dailal CRM ¢

oo Gl dad dilas Gldee Guwad (A 5l daglasall clyelaill el

S Kadl zgi die G GBle 58 S malie s Joldll pavadill gk
L) Shay Gl Clagles dalaily (LI aey Gusedl) cildee daaly cul)
Slaglpul gy & CRM 5ehs 2eluy ((Mohammad et al., 2013, 234-235)
Bla e lgdle Llially 2a¥) dbigh S ey (3 Gpulal) @l Jods 48Ka Llsles
Goathid) Jlae¥) Clangs Lasliiad LaslsiSl i dayg Al Lingl i€l (a 32l6Y)
-(Abdallateef et al., 2010, 189) illly ddrgicwdll

il sua 585 CRM Jglasg CRM 3 Ll Tasy caglsiall dagil) say
(Y dlsh aldle by I oGaag Al gl Glbaglialy Glesbeall Laglei€s o
o ol ) Cangs Al daaidaiilly dua ol i<l LY (e desaneS CRM Jliie) (Kasg
Lsads (bl dlall @l bl e Joaad) DA e Gsadl aniiy Oso)ll ilalaa)
-(Lendel & Kubina , 2008 ,5 ) \giallaas

Lpaal) alail) sda aladiud (e Y LaWly Cilaglaall Laglyi€s & Sl adill aag
5alye Ll ae Jeadl (<80 Je iy Bl RISl ity ciladaiall 858 cpant Jal (1
-(Mohammad,et al, 2013, 232-233) Jishll sl Ao Lalaidy) ~ L)Y

WS malnl) Gaal (o) Sie ISy e Glanall (oagtie o) axs AN
3l il Loy apad e debiadll cla@ill oda Ko Cus cagilyl Jmdl (S
Bl 038 paen o aiyllg (Slg SN ae Aailall day sall Bl 4581y age BlEiaY)
g al 13 Jadly g6 L sle CRM dakil i CRM @il geal sdlel 3)6Sl
) e Grgedll & Laglgi€all ulial) plaail) i Ml crania IS0 Lgaladial
.(Chetioui & Abbar, 2017, 295-296).CRM  aUsil 4 )ll i) iilis
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(asal ) (i) clad) : Y ) ganal)

lgaaiiiii g Aoyl il pidia Chag iVl

Jeal) il dbididly ity dusdyll duhall Clypxie Chuag syl Jolin
gty cosll Bl Bys0 dabyar didial) adiedll juiially sliall dabiiall alely Jidially
ilany) cOllatl aladtia) 25 2 Gl
slial) dadiiall slay) ysie Chay )
Bagd Y+ e At Ay JE e bR |

lihai¥ly dubal) Jalug¥ly dugial) Cally Aol clagsll I (F) Jsaall el
Aoy Vo o &l ey Janll o 5odl) aedl Ll dpea¥) Ghdges doplieall
il 3 (X11-X15) duesill il alia o3 iy sloal) dabiidl) slad sl sliel,
cialy ale Bl Ay (+,TA9) (Hlime GhaiVls (£,577) andl 13 leall Jasl
OS5 (%AT,0%Y) Luwill ZaaaY) des (10,4071) COLAY) dalas gl (%4+,£)
Llaial sl ) @lhusall aa ) Bgaad) A58 G ) el 3 (X11) )
Gialy Ly 2l e Slpatie G ) dwd o) is 38 (L)) lpaal) ae ulin
Hhse @by 5 (+,10A) Glea Qbaily (£,00£) i olea Jaws (%3Y,0) Lgied
o i) ) X14 eyl Geas Ly (%3 4,0 A) oo @l xiall 13g) Agal] LpaY)
390l e il il Cllesl) Cilaslas aaa) X155 (aiese g o Lganilia
DA s Ly (%AY) il s Gl A B s 3 (lge Jaleilly Coecally
Jalas alis il e (4,Y7€) 5 (VYY) (e Clailiy (£,7YT) 5 (£,Y)4)
5 (%ANY ) b A daed) Hagas (17,007) 5 (VT,VVE) Gupaatiad) (pdgl CaDAY)

LSl e (Ay,£7)
(") f2 Jo
4 lmal) cild) o) g Agbead) Jala g1 5 4 ) Sl cilay 5 gl) g alad) Janal)
A e o A A8) e Jaiil o b a8l sad Al ad g CIDEAY) Jalaa g

Lyl Jalza il ) bawgh | Lo, L. .. S G . e ane >3 <

) | GNEAY) | gl | pan | SV SHY Ls o sudagtil | 1 '1
% < % < % < % < % <
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88.14 | 15203 | 0.670 | 4407 J 03 | 1 | 03 [ 1 | 75 [ 24 | 420 | 134 | 498 | 159 | x12 | @ >
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87.46 16.556 0.724 4,373 0.3 1 0.9 3 9.7 31 39.2 125 49.8 159 | X15

86.532 | 15.956 0.689 4,326 0.3 0.42 8.76 40.12 50.32 alad) Jaral)
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Blalial) gudad Ao 538 dayChay .o
oyl chuidl Jiadly slalid) gass e sl s I (€) dsaall ek
«(%88.36) wialy Cuuaioall alall BV daas o Jsand) 138 (e g ((X21-X26)
Jalae &by (0.749) (Hline calinilis (4.348) ol (o2 aail) 13g)  sleaad) Jassgll AV
S bl S ey ((%86.976) dwwill duaa¥l ey (17.230) syl
dpall 3 A5A o e pan @il (X22) Lundl sa 2 13 id A Cuaged
das o) @in 3 (5yaall Amll ISEY) 3ok e DaaglsSl clislad) Gaal 8 Al
(4.382) o8 s Ly (%89.8) lgiad cialy Luwiy 22l 130 it o Gl
LaaaY) yi5e 5 (16.544) undl 13g) CUAY) dalea gy o(+,YY0) (5luaa Calailyy
B (sama @bl Ll el Calag) (X23) el e Laiw o(%AY,T1E) Ll
Calaily (4.297) 3 ales daug (%85.9) waly Al Gl dws S8 L

(A0,98) iy dnail) draall Hd5e5 (19,Y9Y) il Cadlia) Jalaa(0.829) (gilins
(£) & Jsao
AN Jalaa g dojlinall cild)ai¥)y dubund) Jaluglg d)Sal cilagsill alad) Janall
Slaleall gaad Ao 508l nal (daseadl) LaaaY) dolaild) iy

9 Lty ubd 21
Fn e | Gilal) | b [ gan Y . | sl s e N
Lzadl qd;ﬁm y jl.:d\ ‘_,gh.ﬁl\ ":L gy uli‘.-\,: g Bady 35 'i 1
A,A*uul\ = N s
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s aulal) il e alaeYU Gl dlael G Jsaall aaal
Lalil) Aig yal) AMLa) das Ciaag .
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ey (VV,£7£) (DAY dalae ghig (%AY,07) Gdigasall 2hSU alal) Bl dawsiy
OS] Aipall Al aena)  Jicially (X34) i) oS5 (%AT,¥4) Ll sl
Aoy el 130 i G B daws ol Bis 8 (Laduiiiy pgllec] Jalads (g cplalall
Sa3e (0.750) Shae Gbaily (4.354) 58 lan Jasss (%91.2) lead il
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(85.38) sl Tag) Al ZeaY) 0 ;
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A Jalaay duylaal) cillai¥ly duboad) dalug¥ly A cilas slly alad) Janal
Aalil) Aigpall ISl ad Alaia) cacds
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fhs (0.763) axill 1agd (glamall CaatV) &l s@ codll saan Wl (4.316) el
(X42) _uiddl o\Sy (%86.328) dusaaill duas¥) disas (17.706) DY) Jalaa
Glasill dgalse (B Alad) leplatl Satall daahall (o wfiad) utell Ge 3
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