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Abstract

The present study examines the challenges and opportunities in the process of integrating
artificial intelligence (Al) programs into Customer Relationship Management . In today's
world, where business competition has reached its peak, the ability to understand and respond
to customer needs is one of the key factors for organizational success. Consequently,
Customer Relationship Management systems have been introduced as strategic tools for
collecting, managing, and intelligently utilizing data with the support of technological
solutions. By leveraging artificial intelligence, CRM systems can perform deeper analyses and
make better decisions. This research, using qualitative research methods and data collected
through 14 semi-structured interviews with senior managers from 13 different companies,
identifies key challenges and opportunities in integrating Al with CRM. Data analysis was
conducted using thematic analysis, and the member-checking method was used to validate the
findings. Results indicate that change management, employee training, and creating an
appropriate organizational culture are among the most important success factors in
implementing Al in CRM. Key challenges include resistance to change, the need for
transparent communication, and insufficient business engagement in the early stages of Al
implementation. By providing a comprehensive framework and a detailed analysis of
challenges, this research can guide the development and improvement of Al integration
strategies in customer relationship management.
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