E-ISSN: 2717-4581 | P-ISSN: 2783-1345

Innovation Management and Operational Strategies

www .journal-imos.ir

Inov. Manage. Oper. Stra. Vol. 4, No. 4 (2023) 401-417.

Paper Type: Original Article
Investigating the Effect of Business Intelligence Competency
Dimensions on Marketing Performance Considering the

Mediating Role of Customer Relationship Management

Hossein Norouzit*“=", Mobina Rahmani gohar* , Hossein Imanipour?

! Department of Business Administration, Faculty of Management, Khwarazmi University, Tehran, Iran; norouzi@khu.ac.ir;
mobinarahmani@khu.ac.ir; hosseinimani@khu.ac.ir.

Citation:

- 1nte111gence Competency dlmenswns on marketmg performance considering the mediating role of

customer relationship management. Innovation management and operational strategies, 4(4), 401-417.

Received: 24/10/2023 Reviewed: 9/11/2023 Revised: 20/01/2024 Accepted: 10/02/2024

Abstract

Purpose: Considering the changes that have happened in recent years in the business process, attention to the category
of business intelligence has become an important issue. Therefore, the present study examines the effect of the
competence dimensions of business intelligence on marketing performance, considering the mediating role of customer
relationship management in tourism businesses.

Methodology: The current research is a descriptive survey regarding the applied purpose. The study's statistical
population comprised experts and marketing managers of tourism companies in Tehran. In order to collect data, 300
questionnaires were distributed online and face-to-face using the non-probability sampling method, and 253
questionnaires were analyzed by removing distorted and indifferent questionnaires. The structural equation modeling
method and SPSS 26 and Smart PLS 3 software were used for data analysis.

Findings: The findings showed that the competency of business intelligence has a positive and significant effect on
marketing performance, and customer relationship management plays a mediating role in this relationship. This shows
that one of the ways to improve marketing performance and create a sustainable competitive advantage for managers is
to use business intelligence.

Originality/Value: In today's highly competitive wotld, the quality and timeliness of business information in
organizations determine the difference between survival and bankruptcy. Also, the great importance of business
intelligence and the critical role that this concept can have in improving the marketing performance of business
organizations have been less discussed. Therefore, the results of the current research can improve tourism companies'
marketing performance by applying business intelligence.
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Figure 1- The research theoretical framework.
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Figure 2- Research measurement model in standard coefficient estimation mode.
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Table 2- Factor loadings, reliability and convergent validity of the external model.
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Table 3- Divergent validity and measurement model quality.
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Figure 3- The structural model of the research in the significance mode of standard coefficients.
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Table 4- The results of research hypothesis testing.
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Table 5- Predictive indices of the structural model.
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Table 6- Predictive indicators of the quality of the overall research model.
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