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Abstract:   
     The study sought to determine the effect of CRM systems on Ooredoo’s brand equity, analyzing brand 
equity’s components: satisfaction, loyalty, and brand identity. A survey was crafted and executed on a 
random sample of 384 Ooredoo subscribers. The study revealed a statistically significant effect at the (  
0.05) level between CRM and each of brand equity components (satisfaction, loyalty, and brand identity) 
CRM influenced. It also showed that there were no statistically significant differences concerning the sample 
mean scores and the impact of CRM on brand equity due to demographic (gender, age group, income, 
educational level) variables.  Due to some of the findings, a  SKRM relationship management suggestion 
was made on the premise that social media as a two-way interactive tool for relationship management should 
be harnessed to show the effect of relevant, high quality CRM content tailored to client expectations on 
enhancing brand loyalty. 
Keywords: CRM , Brand Identity , Brand Equity 
JEL Classification: M300 M310 
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