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Abstract:

Customer relationship management (CRM) is a system that helps to manage the
business interactions between customers and enterprises by combining business
processes and technologies. It has many functions that can store, track, and share
customer data. Consideration of CRM requirements will lead to successful
implementation of CRM. Several software companies offer CRM application using
different software development approaches. The objective of this paper is to
provide a brief review of the CRM system, how to extract the CRM requirements
and finally a comparison between two software development approaches which
are used to build the CRM system with a mention to many software companies that
have the CRM software applied these approaches. These approaches are an agile
approach and a waterfall approach.

Keywords:

Customer relationship management; CRM requirements; Agile CRM software.
doddn -1
oolal e @) Grguid] pggie (e dotiad ) loghandl dalail Su>] CRM sDlasall Ble 8)1] dal
Byrdll Julat) Agl=aS 1983 ple (3 RM pogie Lis ud) . Relationship Marketing (RM) Bl
OBEIIL BlaisW dargo dSlg cddaruad! edastl SHlalas S péo Y RM OB Lgdesg O &J1 o
1] Tauaas ASYI 83958 sy sdleall xo J=YI dbglo
Jandls dpldl Oldaslly (oladl o goie o Ble 9o OEEIL Dlasdl GBMe B)ly] pllas
2o D98 WBMe slo Lug ldy aS 3l Des Ols)y wd=dg 040 dl awd Ly (A (PN PSAAT
CRM Do)l e 8)ly| wiliudad L) (@ ol dgguo oS ( Sy Bylias L[3 2] ol
_L;\..kﬁﬂ c)Lwdb ‘El.éb)’b > Hlos OLC d},a.xﬂ

36

IJFAES, VSRP Publishing, UK
https://ijfaes.vsrp.co.uk




International Journal of
Financial, Administrative,
and Economic Sciences

(JFAES)
Vol. (1), No. (1)

dallall a glall 4 gl dlaal)
daalaidy) g L..J“‘gb

(1) 4adl (1) Hluel

IJFAES
December 2022

W oda Ologlandl dalail O s a1 azm> e &I 51 CRM dadas] duasly (§anded dainy
pldseiwl Casall oo - [4] 8 pauall OB &l dwbin Canddy BaSdl Oluwgally W4 S posind b
g dabb 90 50 o5 Lguals 9o sue Sy ) JlosYl ol o gall JlasHI (@ sMlaadl Ble 81| dalail
sleadl e 385 &1 gldas ped) Ologlan dabail I 10 lgdadad otz o Wysus

Al @ el Oldes (3 35519 3)lgall (ads lge CRM plas dxail paad Gl (o douall a2
adldl Ol oyl &bl Cad Sl LUl Budasd! coldlaiallg

(5] dolaiall Glual aamad Dl lgiwhs o @) Oldlaidl (10 degaze Je CRM pla (S
(roudlly Gloasdly laall Joid @ Jaall Lol wldeall puss oldbaiall ods .[6

ki) dalize)l Glizopdl dwdid Codlal pluseiwls sdlaadl GBMe 8ylo] dalall duaidy Gaukas (Ko
OE% (e ydadl o Ll .[9 (8 < 7] Agile advy) el Waterfall UNad! zgs @2yg il o9 pla]
12 ¢11 €10] Wdas § Ll oda (3uda3 21 CRM el pulds ciluma |

dole 8,15 48)901 o (3 pins g cJlnall 10 (3 VI (e SLIG 13ue Sl O da>dlo @ gall (30
Sy dbiod] 48) o)l 0dd @udais o3 U8y dalisie duxoy gl plusiwl CRM plas wilslisl Jg>
g CII il puisg Dol g Bl 81] e 8IS QW ] pudy Co cpludl Bue e
Oboss Ol duwin § plaill pshil (zdged )l euwdll paisg «CRM plas ldlata) dalises
Jas @) Olemepll W8S e degaze S5 @ Bgw Laly @2l CRM plas (gadaly Juiss J)
L) 8392 gadl Molatl Juguudd O i) Lgaddsg CRM olisudas

eMoat! & B! 31| e EM -2

44099 CRM sMleadl Ble 81| 40aSs dalaioll loglaall guaz Slmal b gd hgun ol 14 (3
Ol §all pludYl dods e delud (2] duwd )l daslbgg doliscins] duanly

37

IJFAES, VSRP Publishing, UK
https://ijfaes.vsrp.co.uk




International Journal of
Financial, Administrative,
and Economic Sciences

(JFAES)
Vol. (1), No. (1)

dallall a glall 4 gl dlaal)
daalaidy) g L..J“‘gb

(1) 4adl (1) Hluel

IJFAES
December 2022

CRM Mol @Me 8yla] dudle 1-2

Ze9 B OB & ol ze b Seall GBMe Bl] pogaal cnmg il (o Ldadl ol ua)
Je CRM pggin wad> 2l 8)laYl W pols Il el [13] ©loghas)l gl 6385 O i ol
Oldoadl  aead UM o Dloall go Joalb Lol eMelan)! 815y Vguall dylaYl 3gg20)1 &
&390 «Data Warehouse wULdl gogiue @ Jie dedsuiwnll duz gl Sl woluailly Joalb 4ol
Olaall cHelp Desk 8asluwll CoSe cExtranet <ol fuwsSY! /Intranet oliGY! cWebsite cos)!
Ol Cu> Data Mining WUl zly3uwl (ERP 4S4d1 3yl g0 Jadasi cAccounting dewl=all <Sales
.[14] ‘o.@:-lgj_g laall £Yg 80L) JI l:a:)i 2 b ¢ Canexd gas M.s dl g Y wl el
oo g) daldsuinl oy 4l (Je CRM pogie wad> 2l loghaoll Lirgl iS5 00 ol 3 gl
B)aly el Byl Gugenddl Bylob Lol ildeally @SUogll diedl e JosS ) Wilman) dakail
Jo gl dal> piad g3l Je CRM delasl o CRM &) j5-T Cinyas Sl .[15] @ adl Jsbs Oleusdl
& Juolgdll blis ae back office calsdl caSally front office L“;bf))\ Sl Laslbgg plges o
2] &S,2JU el
Oy uL«.«.&S\ ul.c Jde L Lg‘J‘ C)W\j UW}QU w).]‘ 2\1,.‘”5.11 e el EMe 5)\.)1 WT
Jsaxl (§ Oluwiall delud g WS [3] (axiliwd! Jadasall sy @l gl loge Dlisg dendlis
dodsdl (385w Lew il 8392w ¢l@h)Vlg (ruwed e Joally 0gidlas xo J=YI dgb wMe L
00 Ades po B9l 9000 19535 T e [15] Relationship @&Mall i yas ey . Juaadd 892yl
ML bl ey Jeladl 33 ol
CRM sdlea! CoBde Bylal pllas plusei! denl 2-2
1 JW1 g2l e @9 [14] CRM laad! e 31l alai dBlgd (o ddall Ogalises gty pud Aal
19 ©loghaall L o) S LSUN Dol BMe 8)lo] &3 pluseiwl Gyl e iDheall Loy 1325 @
Slasdl Sldbaiag cMEde e 2y Dgllaell dodsd) ol 4343

38

IJFAES, VSRP Publishing, UK
https://ijfaes.vsrp.co.uk




International Journal of
Financial, Administrative,
and Economic Sciences

(JFAES)
Vol. (1), No. (1)

dallall a glall 4 gl dlaal)
daalaidy) g L..J“‘gb

(1) 4adl (1) Hluel

IJFAES
December 2022

(peilont Maall dball @13 bl Gloglaall goazr paz @b oo (dbdl Jeoall LlaisYl o
Al ae Jolaill @ ginge (o ASTWIg Dlaall ol (§ delun Las .0 gilad sy cpgidhsaiiy cpgiloleg
Lgmde SSlin @30L)9 Wlauall &Sy (a8 g5 pue ey Law o3l S

4oyl Jgaadly Ol &5l Mol @y e tddidivnaedl Glaall (e Ologlas adgs @
edianall sl S glaw 5 oSy Gy Jrandl Slsdesg diyluad|

O WU pex Ao Jgraxdly Juondl Jg> Ologlandl oz pox 3ok e 1eDeall Mg 85L) @
Vo)l zaly skt Juaadl F)b Jg= dlall

Ogibzs Dlasdl ¢y Sl9 coxmuyell Dlasdl ddyxe (o 5)aall &) s edhaadl dus) B3 o
sMoadl Wlly Judoss IS 0 39 10T Buye 0550 o) paly Jniwndl (3 BL)

CRM pUaid oyl (25U o)1 3-2

Q@ 055w @1y Dleall Jg=> daude WLy 1Y Cllaty «CRM IS (o doxar Wl Olel 2 dewdlly

lgaSy Dlaall Wby 355 @Sy (@ &)l CRM Liilby e (gl (nabgall Jglite

16 ¢15 2] Gudas ds el Uil Caslb gll odd (o @Sy Lines

«(Operational CRM) dukaidl Deall B 8)ls] dadsg oo Casllbg &l (§ Laslbgll oda e

a9l edhaadl 8N 8yls] A 1419 «(Analytical CRM) ol edhaall o8N 8yls] dauds g9

.(CRM Collaborative)

rduda i) sHeal e Bylaf dadsg (1

dolall dtaiYlg duoledl CIBI gl 9o doddy (S sDlaadl xo Jadl JLaidl ees ddas (e Hle (p

S 055l yims 1 J) BLEYL . grgilly Sloaiily Solageodl @3 3 oy Jaslls Lol lilaal

Slaadl GBMNe Byls) dadsy 7l Ol J=T oo dragdll laadl Gldes eSS e delug

dwsliall ©lgalb 09l goll et O ey Jeoad| lillaie e 3S OBN Je o cddsad]

cJaid jasdall Ggiue e CRM pllay dadsoll oda Jelo duais gl 1955 b Bale oMl sy

2,80 ol Lol ,SI5 Y LgiSUg cdanl) 8,58 UM > @) dnsil b3 gl

39

IJFAES, VSRP Publishing, UK
https://ijfaes.vsrp.co.uk




International Journal of
Financial, Administrative,
and Economic Sciences

(JFAES)
Vol. (1), No. (1)

dallall a glall 4 gl dlaal)
daalaidy) g L..J“‘gb

(1) 4adl (1) Hluel

IJFAES
December 2022

tdddetdl Mot BN 8yla| dadsg (o

&% peis bodie .4 §uilly Juoadl Jglao dxdadg lgandSy sDeall WUl Judo ddas e Ble

(5555 Ayl ks UM ¢y san)] agd oty 01 0985 cAallinil] slanll e Byl ey

Gy cdrandl Ciops (p sl 0da . oliall (e degazes Lgie JSU sl Al (e dadogll o

" Sl deaiiy csDhoal LLazsYlg ceManl!

o> Jroadl OLIS! dddes (223 (29 :(Identification of the customer) Jseall L9 woa3 @
OBl Aoy AST1939S0 O Jaaing Dlas gz OF 5Ses el 3,1 Cougiud gl

il @2lge9 Gluwsally WA 39¢x> 4rgd ((Attracting customers) sdeaall Cd> o
S gina]! £dlasl!

Ao ] (§ doall LlaxsMW goludl b adl Jiwss (Customer retention) Jeealb Llax>Yl o
dwondl Loy Sy Jaeadl lad g5 o dylie

S Jeandl &g @138 Hlelaall doid 8505 :(Customer Development) saall &daii o
(830

14 glasdl edlaadl BN Bylo| dduddg (z

IMS 30 Jandl 859 L3y 909 Weidlas g AS 401 o Ui 390 U1 JUas)! 3550 dauds gll oda Jies
‘_}.CU)J )Sb.o_g cCAb&S}oﬂ ¢ laodizeol! @3}5)}5\ J:»_;\.” c@a.éuf'uj‘ J—w.).“) d.’bo @3[&2‘\ O lodsdl
(@l v CAJju}” / Euw&;!\ Mot M 5)\.)!_9 cg_ﬁ{gj‘ ‘o..cJ.S L:S"J‘ B

Meadl OBMe 8)la] pllas clbdlatio -3

i J9Y Gl el UM oo sMeadl Be 8l pllas coldlate dushydy (il s a6 L)
Sl adn QU Gl L dlaadl BMe Byla] plad duns I Ca5U5 gL ol wldlaiall Glaselge )
e cldlatall 0 dodod donds (oDl e B)lo] pla duaily Fudad Oldlaie Wilasolge (§
Joolsill ddas Jrgaud NS (0 OBl Ol gl s sl Gldeadl § il (OS] dlasdle

| Slosl ga

40

IJFAES, VSRP Publishing, UK
https://ijfaes.vsrp.co.uk




International Journal of
Financial, Administrative,
and Economic Sciences

(UFAES)
Vol. (1), No. (1)

dallal) a glall 4 gl dlaal)
dgalaiBy) g 4 Y

(1) 4adl (1) Hluel

IJFAES
December 2022

J315 8392 g6dl_roliall e saie S dugllaall ldlaiedl (§a23 (Suko (wld LKeY 8yLadl o Ses LS
Lwdigl Oldaall (o dgaze susall 1o 3 iUl dsl pad udd Dleall GBI Byl pllas
de daias I (CRM plas solie dsT aad (lg) sDlaadl Ly 81] delail oldlate (plad) dedsuius]!

.[17] (1SO 9001: 2008) 4d9! ymlaalls 83 g2el 8)lo) pllas

Dlaall SBNe B)lol Baud JlasT duwio ST U1 Uolpall opo Adas 3929 J) BHLad! Ll oS
Sy Jo-lye 08 0 dlmy IS a5 Jalgall cpm 55n 238 (3 il JosHl dwun o ooy
8Ly ldg9 «CRM Implementation Program sdwall ©BMe 8)lsl Juaid zeliyy J>lo ogule
Ologlaall dalasl (o ditie Oldlate EW Wi M o el @iy Lpladl Jeas ddlad
EINEY] ;02 Information Technology (IT) Wl L>9J3iSS9 Information Systems (IS)
dodlae ©oludsg <Back-End Systems dwalsdl &gl delaily Front-End Systems dusleY! dg=14ll
OB Byl o dnti Il sl 19 i ey9d (pdllg Data-Handling Technologies ULl

(1) Kl G cheodl ([5] ol

Sales &
Marketing

& Market

Automation

Applicatpn Software
Sales forc[

Customg¢r Service
Autognation

Data Wagehousing

Data plining

Knowledge PManagement]

Non-sales
Departments

A pplicali(:{l Software

Enterprjse Wide
Appli¢ations

Entegprise
Resdurce
Plargning

Supply Chain
H\lanaﬁement

—

I_v_l

=~

Client Relationship Management

¢ Saadl &S EJ\JJ eLL.i A:xs.ﬁ &_1\_1% (1) ?ﬁJ I

41

JFAES, VSRP Publishing, UK

https://ijfaes.vsrp.co.

uk




International Journal of
Financial, Administrative,
and Economic Sciences

(JFAES)
Vol. (1), No. (1)

dallall a glall 4 gl dlaal)
daalaidy) g L..J“‘gb

(1) 4adl (1) Hluel

IJFAES
December 2022

Olaaall 593 Al dols ldlaie ted dxeyd Sldlaie G5 Aol dgarlgll dalasl Cllaio (yasaly

Market Josdl B9 il el olllisg Sales Force Automation Requirements

Customer Service o)l doas &b dpols wldhieyg Automation Requirements

Bla] plas sliy Of Gy UL pozr ddany plaxadl Gy JWLs .Automation Requirements

Sy Jeandl o Lgaazd @i (21 8,355l 48,mally Wloglaally ULl e datay haall BB

i o S Ak adll leall e Byl] Ao oy Jle (S giume dualsd] dylgdl dolasl Cllate

ol S| S e Juand! Gl JoS Jo3 gl o CRM plas Juiss .3

Hlaall GBMe lal §9 e duait) Gl 2 sDlaadl WBMe ol wildlaio Wlauolge dadmd pia

Sliolgall 1 3395 Blslye gn CRM ol sbiy (128 51 s s 53509 b paris iy 4] o iy

Olodt! dpdd 1 29 eIl (e de gazeo 386 CRM Oldlaio ilasslge (34595 dudes (e 2lug .[6]

03 Al LY e (ABBS slaa] (o6 mey opboaimall pell) el clasbial

el ddas Jrgundy cduwliall 3yl g0lly Jgodl

oAz sDeadl e 8] plas duaild cildlaie Glisolgel (38401 ddos (S gimn (pasais Gaw bo s9ud (3

:L";UJ\}zJJ\ e 0559 bl

Sldlate o ok WS e (3 Anylall s w2 1(Approach) gl Cskdll fimgioll o
' Aol 03 (3 2))Lseall (509 «plla

el 13lalg cpladl plasuiwly padaw G o Judas @i ((Overview) 8,541 e dole 5yla3 o
.‘AUbJJ\ e\da'a.w\

Ql«;}’ji RYRESJIIon Sy cpladl (a3lbg s dasS Jodsd o :(Phasing) daswll J=>1)l e
(55 )l o Juass

a1 @Y Jaall Glual Juaily dass o ((Business objectives) pladl sy (e Joa)l Cilual o
()13 9.8 CRM pllas land ] 5255 (I Jalgal!

Lol wldaall pllad eed @l oS Jdd o ((Supporting processes) sl Wldes o
Lede Baredl Joadl Olual Guaoed doyMI Joalb

42

IJFAES, VSRP Publishing, UK
https://ijfaes.vsrp.co.uk




International Journal of
Financial, Administrative,
and Economic Sciences

(JFAES)
Vol. (1), No. (1)

dallall a glall 4 gl dlaal)
daalaidy) g L..J“‘gb

(1) 4adl (1) Hluel

IJFAES
December 2022

celadl B (pe lgae Joladlly g i (3 OULWI @M Cauog o (Entities) ©ULS o
o gl Sldas eeld @dlo] Czw (&I Bupdaedl GULSII daig

dpaas o)l lillasall graz L3 o t(Functional requirements) pladl Caslsg slol ldlaie @
Aall 13 sl ol o a8l ol 8ylaY1 Jie pllal) daslull

o% :(Data Migration and integration requirements) Jo8dls wULl J&5 ki o
S O3] Loty ecnlledl Ja5 pggios (o Lo 109 elaiVl oy Lol s (201 ULl dpds
JoS pogios o Lo 1dag AST (5395 S of Jadl c3gll (3 ol e 8)udll 4y bol et
“ bl

Ao sl Cus cdlnte dinylay )il slue] Oldlaio dods o ((Reporting) syl slis] o
e S Oldeadl A3 LIS (0 05 (&) Gamadl Ayl dpus Liaalg pladd] dudiS gl

el (3 QUL Hduang Al dalasVl dyds o (Systems replaced) dJuuiwe! FUNEYSY I
AUAK A5 sy (yo 2328 eghuisd L)

Gadio)! ! 91 UL gz 2eMeadl HBDMe Byl plas Judil -l -4

Ol3g05 Jld . Olamall oo Z3led (Sux! #LSlg wuadl Jadasall (de CRM pllas Judis 7o dwiay
-Badoydl Z3gaidly NN 3905 5ol egudyaiund Bgw CRM plas duaiad Olaliseo

Waterfall Model 3! 73905 1-4

St Csludl ade 3llarg Clemal Jloxe (§ pustius dadlas 3gad Jol 5 UM g tiny
I oo Gl3g plaill s e delud (@ dlyadl 0 de gazmos yon 4l Eu ([18] dalaVl (5alat)
(2) Sl 3 el ¢[19] Amsliie Audas- BL> 893

O Jd Ao S US| s (ST cdmplitio diiadal Jolpo OY doldseiny dagd A ggun 7390l 1dd jrais
AV (ST ldlazal) JLiedl ¢yo ST Ay S Dol (§ plasd] dazlye o Ll AJWI Alyell TS
AST 9l dxlg Wi § ASg3 o Ao S e W1 0T Hlaed) (3 JY1 pe plladll oldlats (adony

43

IJFAES, VSRP Publishing, UK
https://ijfaes.vsrp.co.uk




International Journal of
Financial, Administrative,
and Economic Sciences

(UFAES)
Vol. (1), No. (1)

Aallall o glall A8 gal) Alaall
Aualatiy) g 4 1Y) g

(1) 4adl (1) Hluel

IJFAES
December 2022

Requirements
defmnitons |
a
System and

software design |
[ Y

Implementation

and unit testing I

Integration and

system testing |

T Operation and
maintenance

(Sl O gludl) IMa! Z3 505 Bl 8y93 1(2) pd)y S

Agile Model 3séoyl Zz3gadl 2-4

ol ol dde 3llarg lgardudy W pglaty pladl Ciliuslgel (LSS zes e Gudol 3 gaidl daiay
2335 O oSendl g G Olugall Olaalal pghs ped) (qolul Sy dopanal @3 W33 o( L))
dl Agile Gglul plad) Jaial Jaall 33,8 Cougy .alladl pglas dddes sLdT deun pladl Oildlaia
\gsaiad wid Baiing Bpdr lddlaie 1781 po Gl diay 0giSiey G eeDloal] Aoy Joa)! gralyy o5
((3) SKadl 3 ol ¢[21 €20 ¢18] plad) Aa>DUI wo)),SH1 (3

a4

IJFAES, VSRP Publishing, UK
https://ijfaes.vsrp.co.uk




International Journal of
Financial, Administrative,
and Economic Sciences

(UFAES)
Vol. (1), No. (1)

dallal) a glall 4 gl dlaal)
dgalaiBy) g 4 Y

(1) 4adl (1) Hluel

IJFAES
December 2022

Develop

=)
(<]
(4
>
[
[e)

Develop

m Design m m Design m m Design m
.7

\ x\\
Cumulative outcomes
(adl oIl o 1) Badiy)l Z390l 1(3) 0By S

eyl (309 [21] Slemand) dlxe § Agile Lokl Lolsl LI pghas Gyl o dpuall lia
e 0955 Ob Ol §all Zlewdb Agile skl jaais .Scrumg Extreme programming (XP)
[22] "15xS _aadly t’f»j‘m;.”j e MV' e 8yold Qjﬁ ol G RV-T ‘AUé.U\ Juass e
Agile @iyl gl plusuiwl sDaall e §)lo) alas daudis (1)

Wdas o Sey (21 Wlindatll ol usl oylacl Slaall WBe 8yls) plas J) bl oo dodadl Ll
[9 <8 6] Agile wglul plusiuwly

sl pae 131,395 Al (§ g CRM plias dadicd JSad] 8903 $LS1 o,Say & ] )lasdl § ds-5
Gedipdl Qoludl ELS1 Sy Loy < Joa) wlrbais! (§T plaidl ildlate Zgabg9 Wild ST wldlaall 3
Bpiio 9l AaiSo s 9l duaale Wldlate I3 Bddaall 9l 8,08l a)linall (3 CRM plas duaic) Agile
381 e Jguun Los yauol plgo J) CRM pllas dubiS sl IS (00 &0 il ] gl g0
25 €24 23] bzl s go Jolatdl plall oy ghasll

45

IJFAES, VSRP Publishing, UK
https://ijfaes.vsrp.co.uk




International Journal of
Financial, Administrative,
and Economic Sciences

(JFAES)
Vol. (1), No. (1)

Aallall o glall A8 gal) Alaall
Aualatiy) g 4 1Y) g

(1) 4adl (1) Hluel

IJFAES
December 2022

525 yghaiall 13 s G BylaYl dedail Juass e Calises jghaie oo Agile eyl gl Lo
(30 ezl 3,8 IS (e Jodl) (padall 93 (sl o Joandl Ol Elids]) Calizes Ol (3405
oiana) (el Wias @3 (@) JlasY o3 o Sualod] bL3)YI) Jarll i) daliss disybog

[9] (4891 ibisloxall) de gio Y Uasly (Lyp gl Aidlasdly
plaill Juaily 5l 351 e o el oy (@1 dolg)l Slowad! (o degazmes CRM plias ol
G Il ods 4 o SV B gdl i 5 (System Value) plad! dasd (3 lowdl oda ety
JlasY dadidd] g5 4§ 44 iy (U1 )l s (ST (System Visibility) pUadl zg409 (oduiis o3
axlgs Sl ST > b o I cdgll i pg (System Risk) pladl bl dgaduds pladl
Gead dxanl ) Jlnall 1o (3 OgimWl pany Uid e BLaY) @3 4 SUL jous . pladl Jleel dpuass
Jodad! § doegall ol 04 (o 0280 o il Coghusdl el (p0 Y dms ] o L)

(1)
CRM plas Slaw (e Il Gghal o Agile ol plastind 4680 1(1) 08y Jguz)!

A o glad Agile Gl Adal Cilaw

e e . | el s sl ) gha el Jlee | andis a3 e 5

AUaill 35 (e Al Al yal) 3 Uil Jlac i pis | el sk e ﬁ; o) 4o

.8 o

Jlac§ das iy Lad ) yaall paill il aplusi 5 s oy Lagh 5 yaall pill il aulod 5 s oy Bl o
L) 65y Al Ayl 8 ol g aUail | ptiee (S ol g Jal) Jael 25 iy | O

Jalaill () 5 il 388 ¢ Uaill an) 5 A5 3 gm p Alla b ligh calaill 4al 5 Ade 3 g 5 Alla 3 ) i

Al 3 ASaa) GLES) 25 Cua Lgna Ll U alaal g Lo Jelaill i g 5 daline #

I e pgllast i) (3 Sluwwgall suclus) CRM ciliadsl lamopll OB (o dpdall o
wokaly duad vl () Microsoft cdguwg,Sole 4554 02y¢i0 (309 &SI Olagdaill odd pluscil
Gl pglaly Juaih cwld (2l Sugar y>gi 4SS ((Microsoft Dynamics CRM) (gudas
Oracle ) @gxdaiy (Oracle CRM) guas pohaiy Juaihs cwld (31 Oracle Shy! 4S% «(SugarCRM)
- .

IJFAES, VSRP Publishing, UK
https://ijfaes.vsrp.co.uk




International Journal of
Financial, Administrative,
and Economic Sciences

(JFAES)
Vol. (1), No. (1)

Aallall o glall A8 gal) Alaall
Aualatiy) g 4 1Y) g

(1) 4adl (1) Hluel

IJFAES
December 2022

4S9 ((SAP CRM) 3askas yghaig dukiky caeld (201 SAP Business Suite ol 45,4 «(Siebel CRM
.[26] (Salesforce) ulas pghaig s cwld (2l Salesforce

el dxg ey Agile Lokl plastivls CRM Badad gty @Sl oda sy cwld ual
[12 ¢11¢10] Scrum da,b plascwl

Ao -5

Bylayl J| el Baghy doldseiwl dwnly 4S99 CRM sDeaall SBMe 8)ls] plas Casog duyd day
Jle ol ygil J) 5LVl @iy .oasle UM oo plladl 13 oldlate Glauslge $395 dradl (Sl
Lo t,a,;l_g G| @@,ﬁ\g JdLad! & Loy Mol SEMe )la) ﬁUa.’ Aaisg Gaas P.C..U Ol !
B¥ L; 5)\9.@.&.03‘ C)SJJLJ\ ‘mb.ud Masdl e 8)la) ‘AUQJ duasad Gy @@J\ ﬁ\.&.?'e.’b.u\ Zg.uai NENEST)
Jld!

:85.4."

[1] Chen, Injazz J., and Karen Popovich. "Understanding Customer Relationship Management
(CRM) People, Process and Technology", Business Process Management Journal 9.5, 672-
688, 2003.

[2] Girchenko, Tetiana, Yana Ovsiannikova, and Liudmyla Girchenko. "CRM System as a
Keystone of Successful Business Activity", Knowledge-Economy Society: Management in
the Face of Contemporary Challenges and Dilemmas, 251-261, 2017.

[3] Jens Berfenfeldt, “Master’s Thesis -Customer Relationship Management”, ISSN: 1402-1617
—ISRN: LTU-EX—10/111—SE, 2010.

[4] Torggler, Michael, "The Functionality and usage of CRM Systems", Environment, 2009.

47

IJFAES, VSRP Publishing, UK
https://ijfaes.vsrp.co.uk




International Journal of
Financial, Administrative,
and Economic Sciences

(JFAES)
Vol. (1), No. (1)

Aallall o glall A8 gal) Alaall
Aualatiy) g 4 1Y) g

(1) 4adl (1) Hluel

IJFAES
December 2022

[5] Boon, Olaf, Brian Corbitt, and Craig Parker, "Conceptualizing the Requirements of CRM
from an Organizational Perspective: A Review of The Literature", AWRE 2002: Proceedings
of the 7th Australian Workshop on Requirements Engineering. Deakin University, 2002.

[6] Richard Boardman, March, “How to gather and document a CRM requirements
specification”, 2015.

Retrieved  from:  https://www.mareeba.co.uk/blog/2015/03/specitying-crm-functional-
requirements.html

[7] Dragon, S, "The Decision Support System Applied in Agile Supply Chain", Proceedings of
the 12th World Multiconference on Systemics, Cybernetics and Informatics, 2008.

[8] Stender, Michael, "Outline of an Agile Incremental Implementation Methodology for
Enterprise Systems", AMCIS 2002 Proceedings, 2002.

[9] Denning, Stephen, "Why Agile can be a Game Changer for Managing Continuous Innovation
In Many Industries", Strategy & Leadership 41.2, 5-11, 2013.

[10] Ramamurthy, Ambisetty, and Pavan Teja, "Developing a Job Portal in Sugar CRM Using
Agile Methodology", 2015.

[11] Bielawski, Sean, et al, "Salesforce. com.", 2015.

[12] Guus van, September, “When Agile meets Microsoft Dynamics CRM, Part 1: The
Encounter”, 2013.

Retrieved from https://msdynamicsworld.com/story/when-agile-meets-microsoft-dynamics-
crm-part-1-encounter

[13] Abd-Ellatif, M. M., and Nagy R. Darwish, "Proposed Approach to Evaluate Effect Of E-CRM
on Customers Satisfaction of E-Commerce Websites", 2010.

[14] Kim, Jonghyeok, Euiho Suh, and Hyunseok Hwang, "A Model for Evaluating the
Effectiveness of CRM using the Balanced Scorecard", Journal of Interactive Marketing 17.2,
5-19, 2003.

[15] Buttle, Francis, “Customer Relationship Management”, Routledge, 2004.
48

IJFAES, VSRP Publishing, UK
https://ijfaes.vsrp.co.uk




International Journal of
Financial, Administrative,
and Economic Sciences

(JFAES)
Vol. (1), No. (1)

Aallall o glall A8 gal) Alaall
Aualatiy) g 4 1Y) g

(1) 4adl (1) Hluel

IJFAES
December 2022

[16] Heczkova, Miroslava, and Michal Stoklasa, “Customer Relationship Management—Theory
and Principles”, 2010. Retrieved from:

https://pdfs.semanticscholar.org/a090/607dfaebe9ca84al7344b195565597197102.pdf

[17] Firdaus, Mgs, Apriansyah Putra, and Riki Unika, "Requirements Engineering for Customer
Satisfaction Management System of Higher Education Implementing E-CRM And ISO 9001:
2008", 128-134, 2016.

[18] Ulbert, February, “Software Development Processes and Software Quality Assurance”, 2014.
Retrieved from:

http://moodle.autolab.uni-
pannon.hu/Mecha_tananyag/szoftverfejlesztesi folyamatok angol/index.html

[19] Stoica, Marian, Marinela Mircea, and Bogdan Ghilic-Micu, "Software Development: Agile
vs. Traditional", Informatica Economica, 17.4, 2013.

[20] West, Christian Joseph, “A comparison of Software Project Architectures: Agile, Waterfall,
Spiral, and Set-Based”, Diss. Massachusetts Institute of Technology, 2018.

[21] Sillitti, Alberto, and Giancarlo Succi, "Requirements Engineering for Agile Methods”,
Engineering and Managing Software Requirements, Springer, Berlin, Heidelberg, 309-326,
2005.

[22] De Lucia, Andrea, and Abdallah Qusef, "Requirements Engineering in Agile Software
Development", Journal of Emerging Technologies in Web Intelligence, 2.3, 212-220, 2010.

[23] Chuck Schaeffer, “Agile versus Waterfall for CRM Implementation Success”.
Retrieved from: http://www.crmsearch.com/agile-versus-waterfall-crm.php

[24] Sarah Meyers, March, “How to Implement CRM in an Organization: Agile or Waterfall?”,
2017.

Retrieved from: https://www.rolustech.com/blog/implement-crm-organization-agile-
waterfall

49

IJFAES, VSRP Publishing, UK
https://ijfaes.vsrp.co.uk




International Journal of
Financial, Administrative,
and Economic Sciences

(UFAES)
Vol. (1), No. (1)

Aallall o glall A8 gal) Alaall
Aualatiy) g 4 1Y) g

(1) 4adl (1) Hluel

IJFAES
December 2022

[25] Brooke Campbell, September, “CRM Software Roll out: Agile or Waterfall?”, 2017.

Retrieved from: https://www.marketingtechnews.net/news/2017/sep/28/crm-software-roll-
out-agile-or-waterfall/

[26] Louis Columbus, “Gartner CRM Market Share Analysis Shows Salesforce in the Lead,
Growing Faster Than Market”, 2016.

Retrieved from: https://www.forbes.com/sites/louiscolumbus/2016/05/28/2015-gartner-crm-
market-share-analysis-shows-salesforce-in-the-lead-growing-faster-than-
market/#24ba9cac1051

50

IJFAES, VSRP Publishing, UK
https://ijfaes.vsrp.co.uk




