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ABSTRACT 

The current study is the culmination of a number of years of research in the field of 

intellectual capital (IC), strategic innovation (SI) and customer relationship 

management (CRM) in relation to the pursuit of high performance in small and 

medium enterprises (SMEs). Against the background of the general theme, there is 

critical discussion of the performance of manufacturing SMEs in developing countries, 

in both theory and practice. This synthesis has led to a deeper understanding of the 

whole topic. Specifically, the current study fills the existing gaps in theory and practice 

by investigating the nature of the relationship between CRM, SI and SMEs' 

performance in the manufacturing industry of Yemen. It examines the moderating 

effects of IC on the relationship between CRM and SI and SME performance. A study 

relating IC and SI, CRM and SMEs' performance was designed. The survey method 

was used to collect data from 284 S:MEs in the manufacturing industry of Yemen. 

Partial Least Squares-Structural Equation Modelling (PLS-SEM) was used to test the 

study's hypotheses. Results indicate that only three dimensions of CRM have a 

significant effect on SMEs' performance. SI has a significant effect on performance. 

The moderating effects of IC dimensions on the relationship between CRM 

dimensions and SI and SMEs' performance were examined. Results indicate that IC 

moderates the relationship between SI and finn performance; it also moderates the 

relationship between two CRM dimensions, technology based CRM (TCM) and CRM 

organization (CRMO) but not that between key customer focus (KCF) and CRM 

know ledge management (KM) and SME performance. The findings of this study offer 

important insights for owners and managers of SMEs, researchers and policymakers 

to further understand the effects of SI, IC and CRM on SMEs' performance. SMEs 

should also be encouraged to develop their CRM, SI and IC to improve their 

performance. 

Keywords: Strategic Innovation (SI), Customer Relationship Management (CRM), 

Intellectual Capital (IC), SMEs' Performance. 
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ABSTRAK 

Kajian ini merupakankemuncak bagi penyelidikan yang bertahun-tahun dalam bidang 

modal intelek (IC), inovasi strategik (SI) dan pengurusan hubungan pelanggan (CRM) 

yang berkaitan dengan usaha pencapaian prestasi tinggi dalam perusahaan kecil dan 

sederhana (SMEs). Secara umumnya, terdapat perbincangan kritikal mengenai prestasi 

sektor pembuatan SME di negara-negara membangun, baik dari segi teori mahu pun 

amalan. Sintesis ini telah membawa kepada pemahaman yang lebib mendalam 

terhadap topik ini secara keseluruhannya. Kajian ini secara khususnya mengisi jurang 

yang ada dalam teori dan amalan dengan menyiasat sifat hubungan antara CRM, SI 

dan prestasi SME dalam industri pembuatan di Yaman. Kajian ini turut menyelidik 

kesan penyederhanaan IC dalam hubungan antara prestasi CRM dan SI dan SME. Satu 

kajian yang melibatkan dimensi IC dan SI dengan prestasi CRM dan SME telah direka 

bentuk. Kaedah kaji selidik digunakan untuk mengumpul data dari 284 SME dari 

industri pembuatan Y aman. Pemodelan Persamaan Berstruktur Kuasa Dua Terkecil 

Separa (PLS-SEM) digunakan untuk menguji hipotesis kajian. Keputusan 

menunjukkan bahawa hanya tiga dimensi CRM mempunyai kesan yang signifikan 

terhadap prestasi SME. SI mempunyai kesan yang signifikan terhadap prestasi. Kesan 

penyederhanaan dari dimensi IC pada hubungan antara dimensi CRM dan prestasi SI 

dan SME telah dikaji. Keputusan menunjukkan bahawa IC menyederhanakan 

hubungan antara SI dan prestasi finna; juga menyederhanakan hubungan antara dua 

dimensi CRM (TCM dan CRMO) tetapi bukan antara prestasi KCF dan KM dan SME. 

Penemuan kajian ini memberikan pandangan penting kepada pengurus SME, 

penyelidik dan penggubal dasar untuk lebih memahami kesan SI, IC dan CRM 

terhadap prestasi SME. S.ME juga perlu digalakkan untuk membangunkan CRM, SI 

dan IC mereka bagi meningkatkan prestasi. 

Kata kunci: lnovasi Strategik (SI), Pengurusan Hubungan Pelanggan (CRM), Modal 

lntelek (IC), Prestasi SME. 
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1.1 Background of the Study 

CHAPTERONE 

INTRODUCTION 

Performance is the heart of an organization and an important critical factor for 

efficacious management (Katzenbach & Smith, 2015). It is a recurrent theme in most 

branches of management, including strategic management, and is of interest to both 

academics and practising managers (Lichtenthaler, 2015; Venkatraman & 

Ramanujam, 1986). Performance refers to the level of success of the finn (Chelliah, 

Sulaiman & Yusoff, 2010). Suriati (2014) defined it as the capability of an 

organization to deal with the influence of all four processes, namely inputs, outputs, 

transformation and feedback. 

The performance of Small and Medium Enterprises (SMEs), in particular, has attracted 

significant attention with their increase in exports, production, share of investment and 

value added (Kus, Bulak, Turkyilmaz & Pastuszak, 2017; OECD, 2017; Munir Ahmad 

& Alaskari, 2014). SMEs are major participants in economic development in both 

advanced and developing countries and are at the centre of growth in both (Muriithi, 

Kinuthia, Ngure Waithima, Kizito, Kiarie-Makara & Njuguna, 2017; Duval & 

Utoktham, 2014; Ates, Garengo & Bititci, 2013). They encourage economic growth 

by providing employment opportunities for rural and urban people, enabling flexibility 

and enhancing innovative practices through entrepreneurship and increasing 

international trade through diversification of economic activities. Their role in income 

generation and the economic growth of developing countries is especially important 

(Curran & Storey, 2016; Gunawan, Jacob & Duysters, 2016; Abdullah, Murphy & 

1 



The contents of 

the thesis is for 

internal user 

only 



REFERENCES 

Abaci, S., & Pershing, J.A. (2017). Research and theory as necessary tools for 

organizational training and perfonnance improvement 

practitioners. TechTrends, 61(1), 19-25. 

Abdelzaher, D. M., & Abdelzaher, A. (2017). Beyond environmental regulations: 

Exploring the potential of "eco-Islam" in boosting environmental ethics within 

SMEs in Arab markets. Journal of Business Ethics, 145(2), 357-371. 

Abdulai, M. S., Kwon, Y., & Moon, J. (2012). Intellectual capital and firm 

performance: an empirical study of software firms in West Africa. The African 

Journal of Information Systems, 4(1 ), 1. 

Abdullah, A., Murphy, L., & Thomas, B. (2015, January). Measuring the E-Business 

activities of SMEs in Yemen. In JCSB World Conference Proceedings (p. l ). 

International Council for Small business (ICSB). 

Abdullah, A., White, G., & Thomas, B. (2017). Conceptualizing a New Stage Model 

of Electronic Business Adoption in Yemeni SMEs. 

Abdullateef, A. 0., Mokhtar, S. S., & Yusoff, R. Z. (2010). The impact of CRM 

dimensions on call center perf01mance. International Journal of Computer 

Science and Network Security, 10(12), 184-195. 

Abdulmalek Y ahya Ali Nusair and Mohd Hassan Mohd Osman. (2016); An Empirical 

Study of The Effect of Strategic Planing on Yemeni SME Performance. Int. J 

of Adv. Res. 4 (8). 455-463] (ISSN 2320-5407). 

Abdul-Muhmin, A.G. (2012). CRM technology use and implementation benefits in 

an emerging market. Journal of Database Marketing & Customer Strategy 

Management, 19(2), 82-97. 

Abdulsalam, F., Al-Qaheri, H., & Al-Khayyat, R. (2011). The intellectual capital 

performance of Kuwaiti banks: an application of V AIC model. !Business, 3(1 ), 

88-96. 

Abar, J., & Quartey, P. (2010). Issues in SME development in Ghana and South 

Africa. International research journal of.finance and economics, 39(6), 215-

228. 

Abraham, J. L., & Knight, D. J. (2001). Strategic innovation: leveraging creative action 

for more profitable growth. Strategy & Leadership, 29(1), 21-27. 

236 



Acker, 0., Grone, F., Akkad, F., Potscher, F., & Yazbek, R.(2011). Social CRM: How 

companies can link into the social web of consumers. Journal of Direct, Data 

and Digital Marketing Practice, 13( 1 ), 3-10. 

Adams, D. W. (1995). Using credit unions as conduits for micro-enterprise lending: 

Latin-American insights. International Labour Office, Enterprise and 

Cooperative Development Department. 

Adams, R., Bessant, J., & Phelps, R. (2006). Innovation management measurement: A 

review. International journal of management reviews, 8(1), 21-47. 

Afuah, A. (2009). Strategic innovation: new game strategies for competitive 

advantage. Routledge. 

Aga, G. A., Francis, D., & Rodriguez-Meza, J. (2015). SMEs, age, and jobs: A review 

of the literature, metrics, and evidence. 

Agnihotri, R., Trainor, K. J., Itani, 0 . S., & Rodriguez, M. (2017). Examining the role 

of sales-based CRM technology and social media use on post-sale service 

behaviors in India. Journal of Business Research , 81, 144-154. 

Agostini, L., & Nosella, A. (2017). Enhancing radical innovation performance through 

intellectual capital components. Journal of Intellectual Capital, 18( 4 ), 789-

806. 

Agostini, L., Nosella, A., & Filippini, R. (2017). Does intellectual capital allow 

improving innovation performance? A quantitative analysis in the SME 

context. Journal of Intellectual Capital, 18(2), 400-418. 

Agyapong, D. (2010). Micro, small and medium enterprises' activities, income level 

and poverty reduction in ghana-A synthesis of related literature. International 

Journal of Business and Management, 5(12), 196. 

Ahmad, M., & Ahmed, N. (2016). Testing the relationship between intellectual capital 

and a film's performance: an empirical investigation regarding financial 

industries of Pakistan. International Journal of Learning and Intellectual 

Capital, 13(2-3), 250-272. 

Ahn, J.M., Minshall, T., & Mortara, L. (2015). Open innovation: a new classification 

and its impact on fum performance in innovative SMEs. 

Ahuja, B. R., & Ahuja, N. L. (2012). Intellectual capital approach to performance 

evaluation: A case study of the banking sector in India. International Research 

Journal of Finance and Economics, 93(1), 110-122. 

237 



Aiken, L. S., West, S. G., & Reno, R. R. (1991). Multiple regression: Testing and 

interpreting interactions. Sage. 

Akgun, A. E., Keskin, H., & Byrne, J. (2009). Organizational emotional capability, 

product and process innovation, and finn performance: An empirical 

analysis. Journal of Engineering and Technology Management, 26(3), 103-

130. 

Akinboade, 0. A. (2015). Detenninants of SMEs growth and performance in 

Cameroon's central and littoral provinces' manufacturing and retail 

sectors. African Journal of Economic and Management Studies, 6(2), 183-196. 

Akinwale, Y. 0., Adepoju, A. 0 ., & Olomu, M. 0 . (2017). The impact of technological 

innovation on SME's profitability in Nigeria. International Journal of 

Research, Innovation and Commercialisation, 1(1), 74-92. 

Akroush, M. N., Dahiyat, S. E., Gharaibeh, H. S., & Abu-Lail, B. N. (2011). Customer 

relationship management implementation: an investigation of a scale's 

generalizability and its relationship with business performance in a developing 

country context. International Journal of Commerce and Management, 21(2), 

158-190. 

Akter, S., D'Ambra, J., & Ray, P. (2011). An evaluation ofPLS based complex models: 

the roles of power analysis, predictive relevance and GoF index. 

Al Montaser, N. M. Policy Note on Small-and Medium-Sized Enterprises' (SMEs) 

Access to Credit in Yemen. THE FLETCHER SCHOOL, 23. 

AIDomoor Moutasem Ibrahim, (2013), The Effect of Intellectual capital on 

Competitive advantage, Master Thesis, Moota University, Jordan. 

Al-Ebel, A. M. S. (2013). Board of director and audit committee effectiveness, 

ownership structure and intellectual capital disclosure of listed banks in GCC 

countries (Doctoral dissertation, Universiti Utara Malaysia). 

Alem Mohammad, A., bin Rashid, B., & bin Tahir, S. (2013). Assessing the influence 

of customer relationship management (CRM) dimensions on organization 

performance: An emperical study in the hotel industry. Journal of Hospitality 

and Tourism Technology, 4(3), 228-247. 

Alhamrnadi, A., & Shahadan, F. (2014). The determinants of growth performance of 

small services enterprises in Yemen. Jurnal Ekonomi Malaysia, 48(1 ), 35-48. 

238 



Alhassan, A. L., & Asare, N. (2016). Intellectual capital and bank productivity in 

emerging markets: evidence from Ghana. Management Decision, 54(3), 589-

609. 

Alipour, M., & hallaj Mohammadi, M. (2011). The effect of Customer Relationship 

Management (CRM) on achieving competitive advantage of manufacturing 

tractor. Global Journal of Management and Business Research, 11(5). 

Aljazeera (2012). Retrieved from http://www.aljazeera.net(20l2)/programs/economy 

and people/2012. 

Allam eh, S. M. (2018). Antecedents and consequences of intellectual capital: The role 

of social capital, knowledge sharing and innovation. Journal of Intellectual 

Capital, 19(5), 858-874. 

Almotairi, M.A. (2016). CRM Implementation in Saudi Banking Sector. International 

Business Research, 10(1), 107. 

Al-Nashmi, M. M., & Al-Kholidy, S. The Impact of Customer Relationship 

Management on Customer Satisfaction: A Case of Pharmaceutical Companies 

in Yemen. 

Alryalat, H., & Al Hawari, S. (2008). Towards customer knowledge relationship 

management: integrating knowledge management and customer relationship 

management process. Journal of Information & Knowledge 

Management, 7(03), 145-157. 

Alshawi, S., Missi, F., & Irani, Z. (2011). Organizational, technical and data quality 

factors in CRM adoption-SMEs perspective. Industrial Marketing 

Management, 40(3), 376-383. 

Alshebami, A. S., & Khandare, D. M. (2014). Microfinance in Yemen "Challenges 

and Opportunities ". International Journal in Management and Social 

Science, 2(12), 400-413. 

Aminu, I. M. (2015). Mediating role of access to finance and moderating role of 

business environment on the relationship between strategic orientation 

attributes and performance of small and medium enterprises in 

Nigeria (Doctoral dissertation, Universiti Utara Malaysia). 

Amit, R., & Schoemaker, P. J. (1993). Strategic assets and organizational 

rent. Strategic management journal, 14(1), 33-46. 

239 



Andreeva, T., & Garanina, T. (2016). Do all elements of intellectual capital matter for 

organizational performance? Evidence from Russian context. Journal of 

Intellectual Capital, 17(2), 397-412. 

Andreeva, T., & Garanina, T. (2016). Do all elements of intellectual capital matter for 

organizational performance? Evidence from Russian context. Journal of 

Intellectual Capital, 17(2), 397-412. 

Andriessen, D. (2004). Maldng sense of intellectual capital: designing a method for 

the valuation of intangibles. Routledge. 

Aoggraini, F., Hamid, M.A. A., & Kassim, A. A. M. (2017). Competitive Advantage 

As Mediating Role Of Intellectual Capital And University Performance: An 

Empirical Study In Indonesia. 

Apanasovich, N., Heras, H. A., & Parrilli, M. D. (2016). The impact of business 

innovation modes on Sivffi innovation performance in post-Soviet transition 

economies: The case of Belarus. Technovation, 57, 30-40. 

Appelbawn, E., Bailey, T., Berg, P. B., Kalleberg, A. L., & Bailey, T. A. 

(2000). Manufacturing advantage: Why high-performance work systems pay 

off. Cornell University Press. 

Ariyarathne, H. M. (2014). Mediating and moderating effects of entrepreneurial self

efficacy and absorptive capacity on the relationship among cognitive factors, 

strategic orientation and finn pe,formance of small and medium scale hotel 

and restaurant industry in Sri Lanka (Doctoral dissertation, Universiti Utara 

Malaysia). 

Armstrong, J. S., & Overton, T. S. (1977). Estimating nonresponse bias in mail 

surveys. Journal of marketing research, 396-402. 

Asah, F., Fatoki, 0. 0 ., & Rungani, E. (2015). The impact of motivations, personal 

values and management skills on the performance of Sivffis in South 

Africa. African Journal of Economic and Management Studies, 6(3), 308-322. 

Asiaei, K., & Jusoh, R. (2015). A multidimensional view of intellectual capital: the 

impact on organizational performance. Management Decision, 53(3), 668-697. 

Asiaei, K., Jusoh, R., & Bontis, N. (2018). Intellectual capital and performance 

measurement systems in Iran. Journal of Intellectual Capital, Gust-accepted), 

00-00. 

240 



Atalay, M., Anafarta, N., & Sarvan, F. (2013). The relationship between innovation 

and finn performance: An empirical evidence from Turkish automotive 

supplier industry. Procedia-Social and Behavioral Sciences, 75, 226-235. 

Ates, A., Garengo, P., Cocca, P., & Bititci, U. (2013). The development of SME 

managerial practice for effective performance management. Journal of Small 

Business and Enterprise Development, 20(1), 28-54. 

Atnafu, D., & Balda, A. (2018). The impact of inventory management practice on 

firms' competitiveness and organizational performance: Empirical evidence 

from micro and small enterprises in Ethiopia. Cogent Business & 

Management, 5(1), 1503219. 

Avolio, B. J., Yammarino, F. J., & Bass, B. M. (1991). Identifying common methods 

variance with data collected from a single source: An unresolved sticky 

issue. Journal of management, 17(3), 571-587. 

Ayandibu, A. 0., & Houghton, J. (2017). The role of Small and Medium Scale 

Enterprise in local economic development (LED). Journal of Business and 

Retail Management Research (JBRMR), 11(2), 133-139. 

Ayyagari, M., DemfrgU9-Kunt, A., & Beck, T. (2003). Small and medium enterprises 

across the globe: a new database. The World Bank. 

Babbie, E. R. (1990). Survey research methods Wadsworth Pub. Co Belmont, 

Calif, 3(9). 

Babbie, E. R. (1998). The practice of social research. International Thomson 

Publishing Services. 

Baden-Fuller, C., & Pitt, M. (1996). The nature of innovating strategic 

management. Strategic innovation, 2, 3-42. 

Badwan, J. J., Al Shobaki, M. J., Naser, S.S. A, &Amuna, Y. M.A. (2017). Adopting 

Technology for Customer Relationship Management in Higher Educational 

Institutions. International Journal of Engineering and Information Systems 

(IJEAIS), 1(1), 20-28. 

Baldwin, J., & Johnson, J. (1996). Human capital development and innovation: A 

sectoral analysis. The implications of knowledge-based growth for micro

economic policies, 83-110. 

Bannour, S., & Mtar, K. (2019). To what extent do quality procedures determine the 

performance of French SMEs?. International Journal of Quality & Reliability 

Management. 

241 



Baran, R. J., & Galka, R. J. (2016). Customer Relationship Management: the 

foundation of contemporary marketing strategy. Taylor & Francis. 

Baraskova, J. (2010). Strategic positioning and sustainable competitive advantage in 

food industry. Unpublished master 's thesis, Aarhus school of business. 

Barathi Karnath, G. (2007). The intellectual capital perfonnance of the Indian banking 

sector. Journal of Intellectual Capital, 8( 1 ), 96-123. 

Barney, J. (1991). Firm resources and sustained competitive advantage. Journal of 

management, 17(1), 99-120. 

Barney, J. B. (1986). Strategic factor markets: Expectations, luck, and business 

strategy. Management science, 32(10), 1231-1241. 

Baron, R. M., & Kenny, D. A. (1986). The moderator-mediator variable distinction in 

social psychological research: Conceptual, strategic, and statistical 

considerations. Journal of personality and social psychology, 51(6), 1173. 

Bartelsman, E., Scarpetta, S., & Schivardi, F. (2005). Comparative analysis of firm 

demographics and survival: evidence from micro-level sources in OECD 

countries. Industrial and corporate change, 14(3), 365-391. 

Baruch, Y., & Holtom, B. C. (2008). Survey response rate levels and trends in 

organizational research. Human relations, 61(8), 1139-1160. 

Baumol, W. J. (2002). The free-market innovation machine: Analyzing the growth 

miracle of capitalism. Princeton university press. 

Bayraktar, C. A., Hancerliogullari, G., Cetinguc, B., & Calisir, F. (2017). Competitive 

strategies, innovation, and firm performance: an empirical study in a 

developing economy environment. Technology Analysis & Strategic 

Management, 29(1), 38-52. 

Bazeley, P. (2004). Issues in mixing qualitative and quantitative approaches to 

research. Applying qualitative methods to marketing management 

research, 141,156. 

Beck, T., Lu, L., & Yang, R. (2015). Finance and growth for microenterprises: 

evidence from rural China. World Development, 67, 38-56. 

Becker, J. U., Greve, G., & Albers, S. (2009). The impact of technological and 

organizational implementation of CRM on customer acquisition, maintenance, 

and retention. International Journal of Research in Marketing, 26(3), 207-215. 

Beins, B. C. (2017). Research method: A tool/or life. Cambridge University Press. 

242 



Bello, D. C., Radulovich, L. P., Javalgi, R. R. G., Scherer, R. F., & Taylor, J. (2016). 

Performance of professional service firms from emerging markets: Role of 

innovative services and firm capabilities. Journal of World Business, 51(3), 

413-424. 

Bello, S. M. (2017)., Personality trait and innovation performance of micro and small 

enterprises. In Leadership, Innovation and Entrepreneurship as Driving 

Forces of the Global Economy (pp. 663-669). Springer, Cham. 

Benoit, J.P. (1985). Innovation and Imitation in a Duopoly. The review of economic 

studies, 52(1), 99- 106. 

Berger, P. L., & Kellner, H. (1965). Arno]d Gehlen and the theory of 

institutions. Social Research, 110-115. 

Berzkalne, I., & Ze]galve, E. (2014). Intellectual capital and company value. Procedia

Social and Behavioral Sciences, 110, 887-896. 

Bharathi Karnath, G. (2008). Intellectual capital and corporate performance in Indian 

pharmaceutical industry. Journal of Intellectual Capital, 9( 4), 684-704. 

Bharati, P., & Chaudhury, A. (2015). Current status of technology adoption: Micro, 

small and medium manufacturing firms in Boston. Bharati, P. and Chaudhury, 

A.(2006), "Current Status of Technology Adoption: Micro, Small and Medium 

Manufacturing Firms in Boston", Communications of the ACM, 49(10), 88-93. 

Bhartesh, K. R., & Bandyopadhyay, A. K. (2005). Intellectual capital: concept and its 

measurement. Finance India, 19(4), 1365. 

Bhat, S. A., & Darzi, M.A. (2016). Customer relationship management: An approach 

to competitive advantage in the banking sector by exploring the mediatiooal 

role of loyalty. International Journal of Bank Marketing, 34(3), 388-410. 

Bhattacharyya, S. and Nanda, V. (2000), "Client discretion, switching costs, and 

financial innovation", Review of Financial Studies, Vol. 13 No. 4, pp. 1101-

1127. 

Bin Ahmed, & Mushraf, A. M. (2011). The Relationship between Intellectual capital 

and Business Performance: An empirical study in Iraqi industry. 

Birley, S., & Westhead, P. (1990). Growth and performance contrasts between 'types' 

of small firms. Strategic management journal, 11(7), 535-557. 

Blackburn, R. A., Hart, M., & Wainwright, T. (2013). Small business performance: 

business, strategy and owner-manager characteristics. Journal of small 

business and enterprise development, 20(1), 8-27. 

243 



Blanco-Alcantara, D., Diez-Esteban, J.M., & Romero-Merino, M. E. (2018). Board 

networks as a source of intellectual capital for companies: Empirical evidence 

from a panel of Spanish firms. Management Decision. 

Boachie-Mensah, F., & Acquah, I. S. (2015). The effect of innovation types on the 

performance of small and medium-sized enterprises in the Sekondi-Takoradi 

Metropolis. Archives of Business Research, 3(3). 

Bontis, N. (1996). There1s a price on your head: Managing intellectual capital 

strategically. Business Quarterly, 60( 4), 40-46. 

Bontis, N. ( 1998). Intellectual capital: an exploratory study that develops measures 

and models. Management decision, 36(2), 63-76. 

Bontis, N. (2001). Assessing knowledge assets: a review of the models used to measure 

intellectual capital. International journal of management reviews, 3(1), 41-60. 

Bontis, N. (2001). Managing organizational knowledge by diagnosing intellectual 

capital: framing and advancing the state of the field. In World Congress on 

intellectual capital readings (pp. 13-56). 

Bontis, N. (2003). Intellectual capital disclosure in Canadian corporations. Journal of 

Human Resource Costing & Accounting, 7(1 ), 9-20. 

Bontis, N. (2004). National intellectual capital index: a United Nations initiative for 

the Arab region. Journal of intellectual capital, 5(1), 13-39. 

Bontis, N., & Fitz-Enz, J. (2002). Intellectual capital ROI: a causal map of human 

capital antecedents and consequents. Journal of Intellectual capital, 3(3), 223-

247. 

Bontis, N., & Girardi, J. (2000). Teaching knowledge management and intellectual 

capital lessons: an empirical examination of the Tango 

simulation. International Journal of Technology Management, 20(5-8), 545-

555. 

Bontis, N., Chua Chong Keow, W., & Richardson, S. (2000). Intellectual capital and 

business performance in Malaysian industries. Journal of intellectual 

capital, 1(1), 85-100. 

Booyens, I. (2011). Are sma11, medium-and micro-sized enterprises engines of 

innovation? The reality in South Africa. Science and Public Policy, 38(1), 67-

78. 

Bose, R. (2002). Customer relationship management: key components for IT 

success. Industrial management & Data systems, 102(2), 89-97. 

244 



Bose, R., & Sugumaran, V. (2003). Application of knowledge management 

technology in customer relationship management. Knowledge and process 

management, 10(1), 3-17. 

Boulding, W., Staelin, R., Ehret, M., & Johnston, W. J. (2005). A customer 

relationship management roadmap: What is known, potential pitfalls, and 

where to go? Journal of marketing, 69(4), 155-166. 

Bounfour, A. (2005). Assessing performance of European innovation systems: An 

intellectual capital indexes perspective. In Intellectual Capital for 

Communities (pp. 97-112). 

Bouwman, H., Heikkila, M., Heikkila, J., de Reuver, M., & Madian, A. (2017). 

Business Makeovers: Case Survey on SME Business Model Innovation. 

Bowale, E. I., & Ak.inJo, A. (2012). Determinants of Small and Medium Scale 

Enterprises (SMEs) Performance and Poverty Alleviation in Developing 

Countries: Evidence from South-west Nigeria. Europeanjoumal of humanities 

and social sciences, 17(1), 848-863. 

Boyle, M. J. (2004). Using CRM software effectively. The CPA Journal, 74(7), 17. 

Bozic, L., & Mohnen, P. (2016). Determinants of innovation in Croatian SMEs

comparison of service and manufacturing firms. Market/Triiste, 28(1), 7-27. 

Branzei, 0., & Vertinsky, I. (2006). Strategic pathways to product innovation 

capabilities in SMEs. Journal of Business Venturing, 21(1), 75-105. 

Brislin, R. W. (1970). Back-translation for cross-cultural research. Journal of cross

cultural psychology, 1(3), 185-216. 

Brockman, B. K., Jones, M. A., & Becherer, R. C. (2012). Customer orientation and 

performance in small firms: Examining the moderating influence of risk

taking, innovativeness, and opportunity focus. Journal of Small Business 

Management, 50(3), 429-446. 

Brooking, A. (1996). Intellectual capital. Cengage Learning EMEA. 

Bryson, J. M. (2018). Strategic planning for public and nonprofit organizations: A 

guide to strengthening and sustaining organizational achievement. John Wiley 

& Sons. 

Buenechea-Elberdin, M. (2017). Structured literature review about intellectual capital 

and innovation. Journal of Intellectual Capital, 18(2), 262-285. 

Bueno, E., Salmador, M. P., & Longo-Somoza, M. (2014). Advances in the 

identification and measurement of Intellectual Capital and future developments 

245 



in the Intellectual Capital research agenda: experience of the Intellectus Model 

and proposal of a synthetic index. Knowledge Management Research & 

Practice, 12(3), 339-349. 

Burgelman, R. A., Maidique, M. A., & Wheelwright, S. C. (1996). Strategic 

management of technology and innovation (Vol. 2). Chicago, IL: Irwin. 

Bustinza, 0. F., Gomes, E., Vendrell-Herrero, F., & Baines, T. (2019). Product- service 

innovation and performance: the role of collaborative partnerships and R&D 

intensity. R&D Management, 49(1), 33-45. 

Butler, S. (2000). Customer relationships: changing the game: CRM in the e

world. Journal of Business Strategy, 21(2), 13-14. 

Buttle, F. (2004). Customer relationship management. Routledge. 

Cabello-Medina, C., Cannona-Lavado, A., Perez-Luno, A., & Cuevas-Rodriguez, G. 

(2011). Do best and worst innovation performance companies differ in tenns 

of intellectual capital, knowledge and radicalness?. African Journal of Business 

Management, 5(28), 11450. 

Cabrita, M. D.R., & Bontis, N. (2008). Intellectual capital and business performance 

in the Portuguese banking industry. International Journal of Technology 

Management, 43(1-3), 212-237. 

Cabrita, M. D.R., De Vaz, J. L., & Bontis, N. (2007). Modelling the creation of value 

from intellectual capital: a Portuguese banking perspective. International 

Journal of Knowledge and Learning, 3(2-3), 266-280. 

Calantone, R. J., Cavusgil, S. T., & Zhao, Y. (2002). Learning orientation, firm 

innovation capability, and firm performance. Industrial marketing 

management, 31(6), 515-524. 

Cambra- Fierro, J. J., Centeno, E., Olavarria, A., & Vazquez-Carrasco, R. (2017). 

Success factors in a CRM strategy: technology is not all. Journal of Strategic 

Marketing, 25(4), 316-333. 

Camison, C., & Villar-Lopez, A. (2014). Organizational innovation as an enabler of 

technological innovation capabilities and fum performance. Journal of 

business research, 67(1), 2891-2902. 

Campbell, A. J. (2003). Creating customer knowledge competence: managmg 

customer relationship management programs strategically. Industrial 

marketing management, 32(5), 375-383. 

246 



Carayannis, E., Del Giudice, M., & Rosaria Della Peruta, M. (2014). Managing the 

intellectual capital within government-university-industry R&D partnerships: 

A framework for the engineering research centers. Journal of Intellectual 

Capital, 15(4), 611-630. 

Carree, M. A., & Thurik, A. R. (1998). Small firms and economic growth in 

Europe. Atlantic Economic Journal, 26(2), 137-146. 

Castelao, E. F., Boos, M., Ringer, C., Eich, C., & Russo, S. G. (2015). Effect of CRM 

team leader training on team performance and leadership behavior in simulated 

cardiac arrest scenarios: a prospective, randomized, controlled study. BMC 

medical education, 15(1), 116. 

Cater, T., & Cater, B. (2009). (In) tangible resources as antecedents of a company's 

competitive advantage and performance. Journal for East European 

Management Studies, 186-209. 

Cavana, R. Y., Delahaye, B. L., & Sekaran, U. (2001). Applied business research: 

Qualitative and quantitative methods. John Wiley & Sons Australia. 

Chahal, H., & Bakshi, P. (2015). Examining intellectual capital and competitive 

advantage relationship: Role of innovation and organizational 

learning. International Journal of Bank Marketing, 33(3), 376-39. 

Chandler, G. N., & Hanks, S. H. (1993). Measuring the performance of emerging 

businesses: A validation study. Journal of Business venturing, 8(5), 391-408. 

Chandra, S., & Strickland, T. J. (2004). Technological differences between CRM and 

eCRM. Issues in Information Systems, 5(2), 408-413. 

Chandrashekar, D., & Subrahmanya, M. H. (2017). Does Patent Activity Affect Firm

level Innovation and Firm Performance in a Cluster? An Evidence from 

Bengaluru High-tech Manufacturing Cluster. International Journal of Global 

Business and Competitiveness, 12(1), 13-24. 

Chang, S. J., Van Witteloostuijn, A., & Eden, L. (2010). From the editors: Common 

method variance in international business research. 

Chang, W ., Park, J.E., & Chaiy, S. (2010). How does CRM technology transform into 

organizational performance? A mediating role of marketing capability. Journal 

of Business Research, 63(8), 849-855. 

Charitou, C. D., & Markides, C. C. (2002). Responses to disruptive strategic 

innovation. MIT Sloan Management Review, 44(2), 55-64. 

247 



Chelliah, S., Sulaiman, M., & Yusoff, Y. M. (2010). Internationalization and 

performance: Small and medium entetprises (SMEs) m 

Malaysia. International Journal of Business and Management, 5(6), 27. 

Chen, C. J., Shih, H. A., & Yang, S. Y. (2009). The role of intellectual capital in 

knowledge transfer. IEEE Transactions on Engineering Management, 56(3), 

402-411. 

Chen, H. A. N., & Shanxing, G. A. 0. (2017). Study on the Relationship among 

Strategic Flexibility, Strategic Innovation and Management 

Innovation. Journal of Management. 2, 003. 

Chen, I. J., & Popovich, K. (2003). Understanding customer relationship management 

(CRM) People, process and technology. Business process management 

journal, 9(5), 672-688. 

Chen, I. J., & Popovich, K. (2003). Understanding customer relationship management 

(CRM) People, process and technology. Business process management 

journal, 9(5), 672-688. 

Chen, J., Chen, Y., & Vanbaverbeke, W. (2011). The influence of scope, depth, and 

orientation of external technology smrrces on the innovative performance of 

Chinese foms. Technovation, 31(8), 362-373. 

Chen, J., Zhu, Z., & Yuan Xie, H. (2004). Measuring intellectual capital: a new model 

and empirical study. Journal of Intellectual capital, 5(1), 195-212. 

Chen, M. C., Cheng, S. J., & Hwang, Y. (2005). An empirical investigation of the 

relationship between intellectual capital and firms ' market value and financial 

performance. Journal of intellectual capital, 6(2), 159-176. 

Chen, Y. Y. K., Jaw, Y. L., & Wu, B. L. (2016). Effect of digital transformation on 

organisational performance of SMEs: Evidence from the Taiwanese textile 

industry's web portal. Internet Research, 26(1), 186-212. 

Cheng, M. Y., Lin, J. Y., Hsiao, T. Y., & Lin, T. W. (2010). Invested resource, 

competitive intellectual capital, and coiporate pertormance. Journal of 

intellectual capital, I I( 4), 433-450. 

Chetioui, Y., Abbar, H., & Benabbou, Z. (2017). The Impact ofCRM dimensions on 

Customer Retention in the Hospitality Industry: Evidence from the Moroccan 

Hotel sector. Journal of Research in Marketing, 8(1), 652-660. 

248 



Chiang, W. Y. (2018). Applying data mining for online CRM marketing strategy: An 

empirical case of coffee shop industry in Taiwan. British Food Journal, 120(3), 

665-675. 

Chikweche, T., & Fletcher, R. (2013). Customer relationship management at the base 

of the pyramid: myth or reality?. Journal of Consumer Marketing, 30(3), 295-

309. 

Child, J., Hsieh, L., Elbanna, S., Kannowska, J. , Marinova, S., Puthusserry, P, & 

Zhang, Y. (2017). SME international business models: The role of context and 

experience. Journal of World Business, 52(5), 664-679. 

Chin, W.W., Marcolin, B. L., & Newsted, P.R. (2003). A partial least squares latent 

variable modeling approach for measuring interaction effects: Results from a 

Monte Carlo simulation study and an electronic-mail emotion/adoption 

study. Information systems research, 14(2), 189-217. 

ChiIWa, E. W. (2008). Effects of gender on the performance of micro and small 

enterprises in Malawi . Development Southern Africa, 25(3), 347-362. 

Choo, C. W., & Bontis, .N. (Eds.). (2002). The strategic management of intellectual 

capital.and organizational kn@wledge. Oxford University Press on Demand. 

Christensen, C. (2013). The innovator's dilemma: when new technologies cause great 

Jinns to fail. Harvard Business Review Press. 

Chua, Y.J. and Morris, M.W. (2009), "Innovation communication in multicultural 

networks: deficits in inter-cultural capability and affect-based trust as barriers 

to new idea sharing in inter-cultural relationships", Working Papers of Harvard 

Business School, pp. 109-130. 

Chuang, L. M., Chen, Y. Y., & Lee, Y. P. (2014). The Strategic Innovation of Taiwan 

Sugar Corporation-Perspectives toward High Value-added Services. 

International Journal of Business and Commerce, 14 (02), 47-59. 

Clark, L. A., & Watson, D. (1995). Constnicting validity: Basic issues in objective 

scale development. Psychological assessment, 7(3), 309. 

Claudino, T. B., dos Santos, S. M ., de Aquino Cabral, A. C., & Pessoa, M. N. M. 

(20 17). Fostering and limiting factors of innovation in Micro and Small 

Enterprises. RAJ Revista de Administra<;iio e Inovar;iio, 14(2), 130-139. 

249 



Cleary, P., & Quinn, M. (2016). Intellectual capital and business perfonnance: An 

exploratory study of the impact of cloud-based accounting and finance 

infrastructure. Journal of Intellectual Capital, 17(2), 255-278. 

Cohen, J. (1988). Statistical power analysis for the behavioral sciences. 2nd
• 

Cohen, J., Cohen, P., West, S. G., & Aileen, L. S. (2013). Applied multiple 

regression/correlation analysis for the behavioral sciences. Routledge. 

Cohen, S. , & Kairnenakis, N. (2007). Intellectual capital and corporate perfonnance in 

knowledge- intensive SMEs. The Learning Organization, 14(3), 241-262. 

Cohen, S., & Kaimenakis, N. (2007). Intellectual capital and corporate performance in 

knowledge-intensive SMEs. The Learning Organization, 14(3), 241-262. 

Coltman, T. (2007). Can superior CRM capabilities improve performance rn 

banking. Journal of Financial Services Marketing, 12(2), 102-114. 

Cornacchio, A., Scapolan, A., & Bonesso, S. (2007)., Innovation, complementarities 

and performance in micro/small enterprises. International Journal of 

Entrepreneurship and Innovation Management, 7(1), 5-28. 

Connolly, T., Conlon, .E. J., &.Deuts<>h,.S:-J. (1980). Organizational effectiveness: A 

multiple~Gonst-ituency appr-0a0h. Academy of Management Review, 5(2), 211-

218. 

Cooke, P. (1996), "The new wave of regional innovation networks: analysis, 

characteristics and strategy", Small Business Economics, Vol. 8 No. 2, pp. 159-

172. 

Cooper, D.R., Schindler, P. S., & Sun, J . (2006). Business research methods (Vol. 9). 

New York: McGraw-Hill Irwin. 

Creswell, J. W., & Creswell, J. D. (2017). Research design: Qualitative, quantitative, 

and mixed methods approaches. Sage publications. 

Cricelli, L., Greco, M., Grimaldi, M., & Llanes Duenas, L. P. (2018). Intellectual 

capital and university performance in emerging countries: evidence from 

Colombian public universities. Journal of Intellectual Capital, 19(1), 71-95. 

Criqui, M. H., Barrett-Connor, E., & Austin, M. (1978). Differences between 

respondents and non-respondents in a population-based cardiovascular disease 

study. American journal of epidemiology, 108(5), 367-372. 

Crook, T. R., Todd, S. Y., Combs, J. G., Woehr, D. J., & Ketchen Jr, D. J. (2011). 

Does human capital matter? A meta-analysis of the relationship between 

250 



hwnan capital and firm performance. Journal of applied psychology, 96(3), 

443. 

Croteau, A. M., & Li, P. (2003). Critical success factors of CRM technological 

initiatives. Canadian Journal of Administrative Sciences/Revue Canadienne 

des Sciences de !'Administration, 20(1), 21-34. 

Curado, C., & Bontis, N. (2007). Managing intellectual capital: the MIC 

matrix. In ternational journal of knowledge and learning, 3(2-3), 316-328. 

Curran, J., & Storey, D. J. (Eds.). (2016). Small firms in urban and rural locations. 

Routledg. 

Dabic, M., Laznjak, J., Smallbone, D., & Svare, J. (2018). Intellectual capital, 

organisational climate, innovation culture, and Stvffi performance: Evidence 

from Croatia. Journal of Small Business and Enterprise Development. 

Dabic, M ., Laznjak, J ., Smallbone, D., & Svare, J. (2018). Intellectual capital, 

organizational climate, innovation culture, and SME performance: Evidence 

from Croatia. Journal of Small Business and Enterprise Development. 

Daghfous, A., & Barkhi, R. (2009). The strategic management of information 

technology in UAE hotels: An exploratory study of TQM, SCM, and CRM 

implementations. Technovation, 29(9), 588-595. 

Daksa, M. D., Yismaw, M.A., Lemessa, S. D., & Hundie, S. K. (2018)., Enterprise 

innovation in developing cowitries: an evidence from Ethiopia. Journal of 

Innovation and Entrepreneurship, 7(1), 6. 

Dalitso, K., & Peter, Q . (2000). The policy environment for promoting small and 

medium-sized enterprises in Ghana and Malawi. University of Manchester. 

Dalla Pozza, I., Goetz, 0., & Sahut, J. M . (2018). Implementation effects in the 

relationship between CRM and its performance. Journal of Business 

Research, 89, 391-403. 

Damanpour, F., Walker, R. M., & Avellaneda, C. N. (2009). Combinative effects of 

innovation types and organizational performance: A longitudinal study of 

service organizations. Journal of management studies, 46(4), 650-675. 

Dameri, R. P., & Ricciardi, F . (2015). Smart city intellectual capital: an emerging view 

of territorial systems innovation management. Journal of Intellectual 

Capital, 16( 4 ), 860-887. 

251 



Danneels, E., & Kleinschmidt, E. J. (2001). Product innovativeness from the firm's 

perspective: Its dimensions and their relation with project selection and 

performance. Journal of product innovation management, 18(6), 357-373. 

Danso, A., Adomako, S., Damoah, J. 0., & Uddin, M. (2016). Risk-taking propensity, 

managerial network ties and firm performance in an emerging economy. The 

Journal of Entrepreneurship, 25(2), 155-183. 

Daou, A., Karuranga, E., & Su, Z. (2014). Towards a better understanding of 

intellectual capital in Mexican SMEs. Journal of Intellectual Capital, 15(2), 

316-332. 

Darroch, J. (2005). Knowledge management, innovation and firm 

performance. Journal of knowledge management, 9(3), 101-115. 

Day, G. S. (1994). The capabilities of market-driven organizations. Journal of 

marketing, 58(4), 37-52. 

De Bes, F. T., & Kotler, P. (201 I). Winning at innovation: the A-to-F model. Palgrave 

Macmillan. 

De Saulles, M. (2007, January). Information literacy amongst UK SMEs: an 

information policy gap. In Aslib proceedings(Vol. 59, No. 1, pp. 68-79). 

Emerald Group Publishing Limited. 

Del Canto, J. G., & Gonzalez, I. S. (1999). A resource-based analysis of the factors 

determining a firm's R&D activities. Research Policy, 28(8), 891-905. 

Delgado, M. (2011). The role of intellectual capital assets on the radicalness of 

innovation: direct and moderating effects. UAM-Accenture Working Papers, 5, 

1-27. 

Delgado-Verde, M., Martin-de Castro, G., & Amores-Salvado, J. (2016). Intellectual 

capital and radical innovation: Exploring the quadratic effects in technology

based manufacturing firms. Technovation, 54, 35-47. 

Derrick, P., & Soren, K. (2007). A Framework for Strategic Innovation. Innovation 

Point LLC. 

Deshpande, R., Farley, J . U., & Webster Jr, F. E. (1993). Corporate culture, customer 

orientation, and innovativeness in Japanese fmns: a quadrad analysis. The 

journal of Marketing, 23-37. 

Deutskens, E., De Ruyter, K., Wetzels, M., & Oosterveld, P. (2004). Response rate 

and response quality of internet-based surveys: An experimental 

study. Marketing letters, 15(1 ), 21-36. 

252 



Dibrell, C., Davis, P. S., & Craig, J. (2008). Fueling innovation through information 

technology in SMEs. Journal of small business management, 46(2), 203-218. 

Diffley, S., McCole, P., & Carvajal-Trujillo, E. (2018). Examining social customer 

relationship management among Irish hotels. International Journal of 

Contemporary Hospitality Management, 30(2), 1072-1091. 

Dillman, D. A. (1991). The design and administration of mail sUIVeys. Annual review 

of sociology, 17(1), 225-249. 

Djekic, I., Dimitrijevic, B., & Tomic, N. (2017). Quality Dimensions of Intellectual 

Capital in Serbian Fruit Industry. Engineering Management Journal, 29(3), 

154-164. 

Do Rossrio Cabrita, M., & Vaz, J. L. (2005). Intellectual capital and value creation: 

Evidence from the por-tuguese banking industry. Electronic Journal of 

Knowledge Management, 4(1), 11-20. 

Dong, S., & Zhu, K. (2008, January). The business value of CRM systems: A resource

based perspective. In Hawaii International Conference on System Sciences, 

Proceedings of the 41st Annual (pp. 277-277). IEEE. 

Donkor, J., Donkor, G. N. A., & Kwarteng, C. K. (2018). Strategic planning and 

performance of SMEs in Ghana: The moderating effect of market 

dynamism. Asia Pacific Journal of Innovation and Entrepreneurship, 12(1), 

62-76. 

Drejer, A. (2006). Strategic innovation: a new perspective on strategic 

management. Handbook of business strategy, 7(1), 143-147. 

Duarte, P.A. 0., & Raposo, M. L. B. (2010). A PLS model to study brand preference: 

An application to the mobile phone market. In Handbook of partial least 

squares (pp. 449-485). Springer, Berlin, Heidelberg. 

Dubey, N. K., & Sangle, P. (2019). Customer perception of CRM implementation in 

banking context: Scale development and validation. Journal of Advances in 

Management Research, 16(1), 38-63. 

Dumay, J. (2016). A critical reflection on the future of intellectual capital: from 

reporting to disclosure. Journal of Intellectual capital, 17(1), 168-184. 

Duval, Y., & Utoktham, C. (2014). Enabling participation of SMEs in international 

trade and production networks: Trade facilitation, trade finance and 

communication technology (No. 146). AR1NeT Working Paper Series. 

253 



Dzenopoljac, V., Janosevic, S., & Bontis, N. (2016). lntellectual capital and financial 

performance in the Serbian JCT industry. Journal of Intellectual Capital, 17(2), 

373-396. 

Dzenopoljac, V., Yaacoub, C., Elkanj, N., & Bontis, N. (2017). Impact of intellectual 

capital on corporate performance: evidence from the Arab region. Journal of 

Intellectual Capital, 18( 4), 884-903. 

Dzinkowsk.i, R. (2000). The measurement and management of intellectual capital: An 

introduction. Management Accounting: Magazine for Chartered Management 

Accountants, 78(2), 32-35. 

Ebtisam Isa (2013). Intellectual capital and its impact on performance in the Faculty 

of Administration of Kuwait University, Master Thesis, Amman University, 

Jordan. 

Edinburgh Group (2013). Growing the global economy through SMEs, available 

at:http://www.edinburghgroup.org/media/277 6/ edinburgh _group _research _gr 

owing_the_gl obal_economy_through_smes.pdf, accessed 30.12.2013. Elo. 

Edvinsson, L. (1997). Developing intellectual capital at Skandia. Long range 

planning, 30(3), 366-373. 

Edvinsson, L., & Malone, M. S. (1997). Intellectual capital: Realizing your company\'s 

true value by finding its hidden brainpower. 

Edvinsson, L., & Sullivan, P. (1996). Developing a model for managing intellectual 

capital. European management journal, 14(4), 356-364. 

Edwards, P., Roberts, I., Clarke, M., DiGuiseppi, C., Pratap, S., Wentz, R., & Kwan, 

I. (2002). Increasing response rates to postal questionnaires: systematic 

review. Bmj, 324(7347), 1183. 

Elasrag, H. (2010). Enhancing the competitiveness of the Arab SMEs. 

Elasrag, H. (2012). The developmental role of SMEs in the Arab countries. 

Elbeltagi, I., Kempen, T., & Garcia, E. (2014). Pareto-principle application in non-IT 

supported CRM processes: A case study of a Dutch manufacturing 

SME. Business Process Management Journal, 20(1), 129-150. 

Elbeltagi, I., Kempen, T., & Garcia, E. (2014). Pareto-principle application in non-IT 

supported CRM processes: A case study of a Dutch manufacturing 

SME. Business Process Management Journal, 20(1), 129-150. 

EIKhouly, S., & Marwan, R. (2017). Defining the Organizational Culture that Drives 

Strategic Innovation in Micro, Small and Medium Enterprises in Egypt. 

254 



In Competition Forum (Vol. 15, No. 1, pp. 38-47). American Society for 

Competitiveness. 

ElK.ordy, M. (2014). The impact of CRM capability dimensions on organizational 

performance. European Journal of Business and Social Sciences, 2(10), 128-

146. 

Engelman, R. M., Fracasso, E. M., Schmidt, S., & Zen, A. C. (2017). Intellectual 

capital, absorptive capacity and product innovation. Management 

Decision, 55(3), 474-490. 

Eniola, A. A. (2014). The role of SME finn performance in Nigeria. Arabian Journal 

of Business and Management Review (OMAN Chapter), 3(12), 33. 

Eniola, A. A., & Entebang, H. (2015). SME firm performance-financial innovation 

and challenges. Procedia-Social and Behavioral Sciences, 195, 334-342. 

Eniola, A., Entebang, H., & Sakariyau, 0. B.(2015). Small and medium scale business 

performance in Nigeria: Challenges faced from an intellectual capital 

perspective. International Journal of Research Studies in Management, 4(1), 

59-71. 

Ernst, H., Hoyer, W. D~, Krafft; M., & Krieger, K. (2011). Customer relationship 

management and company performance-the mediating role of new product 

performance. Journal of the academy of marketing science, 39(2), 290-306. 

European Union Commission. (2003). Commission recommendation of 6 May 

2003 concerning the definition of micro, small and medium-sized 

enterprises. Official Journal of the European Union, 46, 36-41. 

Faems, D., Van Looy, B. and Debackere, K. (2005), "Interorganizational collaboration 

and innovation: toward a portfolio approach", Journal of Product Innovation 

Management, Vol. 22 No. 3, pp. 238-250. 

Fajnzylber, P., Maloney, W. F., & Montes-Rojas, G. V. (2011). Does formality 

improve micro-finn performance? Evidence from the Brazilian STh1PLES 

program. Journal of Development Economics, 94(2), 262-276. 

Faiola, H. 0., Osibanjo, A. 0., & Ojo, I. S. (2014). Effectiveness of training and 

development on employees' performance and organisation competitiveness in 

the nigerian banking industry. Bulletin of the Transilvania University of 

brajov, 7(1), 161. 

255 



Fan, Y. W., & Ku, E. (2010). Customer focus, service process fit and customer 

relationship management profitability: The effect of knowledge sharing. The 

Service Industries Journal, 30(2), 203-223. 

Fararah, F. S., & Al-Swidi, A. K. (2013). The role of the perceived benefits on the 

relationship between service quality and customer satisfaction: a study on the 

Islamic microfinance and SMEs in Yemen using PLS approach. Asian Social 

Science, 9(10), 18. 

Fararah, F. S., Al-Swidi, A. K., & Yusoff, W. S. B. W. (2014). Business Development 

Services Provided by Islamic Microfinance Institutions and Customer 

Satisfaction: The Mediation Role of Perceived Benefits. A Study on SMEs in 

Yemen. Journal of Entrepreneurship and Business Innovation, 1(1), 60-78. 

Fidel, P., Schlesinger, W., & Cervera, A. (2015). Collaborating to innovate: Effects on 

customer knowledge management and performance. Journal of business 

research, 68(7), 1426-1428. 

Field, A. (2009). Discovering statistics using SPSS. Sage publications. 

Fink, A. (2015). How to conduct surveys: A step-by-step guide. Sage Publications. 

Firer, S., & Mitchell Williams, S. (2003). Intellectual capital and traditional measures 

of corporate performance. Journal of intellectual capital, 4(3), 348-360. 

F-Jardon, C. M ., & Susana Martos, M. (2009). Intellectual capital and performance in 

wood industries of Argentina. Journal of Intellectual Capital, 10( 4 ), 600-616. 

Fornell, C., & Larcker, D. F. (1981). Structw-al equation models with unobservable 

vruiables and measurement error: Algebra and statistics. Journal of marketing 

research, 382-388. 

Fowler Jr, F. J. (2013). Survey research methods. Sage publications. 

Fox, T., & Stead, S. (2001). Customer relationship management: Delivering the 

benefits. White Paper, CRM (UK) and SECOR Consulting, New Malden. 

Fozia, R. N., Shiamwama, S. M., & Otiso, K. N. (2014). Impact of Customer 

Relationship Management as a Strategy for Competitive Advantage in Kenyan 

Public Universities: A Case Study ofMoi University. International Journal of 

Business, Humanities and Technology, 4(4), 136-145. 

Franklin, M. E., & Foa, E. B. (2002). Cognitive behavioral treatments for obsessive 

compulsive disorder. A guide to treatments that work, 2, 367-386. 

256 



Frazier, P. A., Tix, A. P., & Barron, K. E. (2004). Testing moderator and mediator 

effects in counseling psychology research. Journal of counseling 

psychology, 51 (l ), 115. 

Frow, P., Payne, A., Wilkinson, I. F., & Young, L. (2011). Customer management and 

CRM: addressing the dark side. Journal of Services Marketing, 25(2), 79-89. 

Galbreath, J. (2005). Which resources matter the most to firm success? An exploratory 

study of resource-based theory. Technovation, 25(9), 979-987. 

Galuk, M. B., Zen, A. C., Bittencourt, B . A., Mattos, G. , & Menezes, D. C. D. (2016). 

Innovation in creative economy micro-enterprises: a multiple case study. RAM 

Revista de Administra9iio Mackenzie, 17(5), 166-187. 

Galvao, M. B., de Carvalho, R. C., Oliveira, L.A. B. D., & Medeiros, D. D. D. (2018). 

Customer loyalty approach based on CRM for SMEs. Journal of Business & 

Industrial Marketing, 33(5), 706-716. 

Garcia-Murillo, M., & Annabi, H. (2002). Customer knowledge management. Journal 

of the Operational Research society, 53(8), 875-884. 

Gareth Bell, I. (2013). HR at the heart of SME performance: an interview with Dr Jill 

Miller, Research Adviser, CIPD. Human Resource Management International 

Digest, 21(5), 43-45. 

Garg, A. K., & Van Weele, E. (2012). Succession planning and its impact on the 

performance of small micro medium enterprises within the manufacturing 

sector m Johannesburg. International Journal of Business and 

Management, 7(9), 96. 

Garrido-Moreno, A., & Padilla-Melendez, A. (2011). Analyzing the impact of 

knowledge management on CRM success: The mediating effects of 

organizational factors. International Journal of Information 

Management, 31(5), 437-444. 

Garrido-Moreno, A., Lockett, N., & Garcfa-Morales, V. (2014). Paving the way for 

CRM success: The mediating role of knowledge management and 

organizational commitment. Information & Management, 51 (8), 1031-1042. 

Gartner, G. (2003). CRM success is in strategy and implementation, not in 

software. Available at http://www. gartner. Com. 

Gebauer, H., Worch, H., & Truffer, B. (2012). Absorptive capacity, learning processes 

and combinative capabilities as determinants of strategic innovation. European 

Management Journal, 30(1 ), 57-73. 

257 



Geib, M., ReichoJd, A., Kolbe, L., & Brenner, W. (2005, January). Architecture for 

customer relationship management approaches in financial services. In System 

Sciences, 2005. H/CSS'05. Proceedings of the 38th Annual Hawaii 

International Conference on (pp. 240b-240b). IEEE. 

Gharakhani, D., & Mousakhani, M. (2012). Knowledge management capabilities and 

SMEs' organizational performance. Journal of Chinese 

Entrepreneurship, 4(1), 35-49. 

Ghosh, S., & Mondal, A. (2009). Indian software and pharmaceutical sector IC and 

financial performance. Journal of Intellectual Capital, /0(3), 369-388. 

Giaoutzi, M., Nijkamp, P., & Storey, D. J. (Eds.). (2016). Small and medium size 

enterprises and regional development. Routledge. 

Global innovation index (2014). Stronger Innovation Linkages for Global. 

Global innovation index (2015). Stronger Innovation Linkages for Global. 

Global innovation index (2016). Stronger Innovation Linkages for Global. 

Global innovation index (2017). Stronger Innovation Linkages for Global. 

Goel, V., Singh, A. , & Shrivastava, S. (2015). CRM: A Winning Approach for 

Tourism Sector. International Journal of Engineering and Management 

Research (IJEMR), 5(2), 321-325. 

Goffin, K., & Mitchell, R. (2016). Innovation Management: Effective Strategy and 

Implementation. Palgrave Macmillan. 

Goh, A. L. S. (2005). Adoption of customer relationship management (CRM) solutions 

as an effective knowledge management (KM) tool: A systems value 

diagnostic. Journal of Knowledge Management Practice, 6(2). 

Goksoy, A., Vayvay, 0., & Ergeneli, N. (2013). Gaining competitive advantage 

through innovation strategies: an application in warehouse management 

processes. American Journal of Business and Management, 2( 4), 304-321. 

Goldenberg, J. and Mazursky, D. (2002), Creativity in Product Innovation, Cambridge 

University Press, pp. 21-23. 

Gonzalez-Benito, 0., Venturini, W. T., & Gonzalez-Benito, J. (2017). CRM 

technology: implementation project and consulting services as determinants of 

success. International Journal of Information Technology & Decision 

Making, 16(02), 421-441. 

258 



Goodhue, D. L., Wixom, B. H., & Watson, H.J. (2002). Realizing business benefits 

through CRM: hitting the right target in the right way. MIS Quarterly 

executive, 1(2), 79-94. 

Goodman, P. S., & Pennings, J. M. (1977). New perspectives on organizational 

effectiveness. San Francisco: Jossey-Bass. 

GottschaJI, J. (2005). Quantitative literary study: A modest manifesto and testing the 

hypotheses of feminist fairy tale studies. The literary animal: Evolution and 

the nature of narrative, 199-224. 

Govindarajan, V., & Trimble, C. (2004). Strategic innovation and the science of 

learning. MIT Sloan Management Review, 45(2), 67. 

Grabner-Kraeuter, S., Moedritscher, G., Waiguny, M., & Mussnig, W. (2007, 

January). Performance monitoring of CRM initiatives. In System Sciences, 

2007. HICSS 2007. 40th Annual Hawaii International Conference on (pp. 

150a-150a). IEEE. 

Grant, R. M. (1991 ). The resource-based theory of competitive advantage: 

implications for strategy formulation. California management review, 33(3), 

114-135: 

Grant, R. M. ( 1991 ). The resource-based theory of competitive advantage: 

implications for strategy formulation. California management review, 33(3), 

114-135. 

Green, R. (2015). Discussion of Does Innovation Make (SME) Firms More 

Productive?. InRBA Annual Conference Volume. Reserve Bank of Australia. 

Grewal, R., Cote, J. A., & Baumgartner, H. (2004). Multicollinearity and measurement 

error in structural equation models: hnplications for theory testing. Marketing 

science, 23( 4), 519-529. 

Groves, R. M. (2006). Nonresponse rates and nonresponse bias m household 

surveys. Public opinion quarterly, 70(5), 646-675. 

Guadagnoli, E., & Velicer, W. F. (1988). Relation to sample size to the stability of 

component patterns. Psychological bulletin, 103(2), 265. 

Guerrero-Baena, M. D., Gomez-Limon, J. A., & Fruet, J. V. (2015). A multicriteria 

method for environmental management system selection: an inteJlectual capital 

approach. Journal of cleaner production, 105, 428-437. 

Gunawan, T., Jacob, J., & Duysters, G. (2016). Network ties and entrepreneurial 

orientation: Innovative performance of SMEs m a developing 

259 



country. International Entrepreneurship and Management Journal, 12(2), 

575-599. 

Gunday, G., Ulusoy, G., Kilic, K., & Alpkan, L. (2011). Effects of innovation types 

on firm performance. International Journal of production economics, 133(2), 

662-676. 

Guo, H., & Cao, Z. (2014). Strategic flexibility and SME performance in an emerging 

economy: a contingency perspective. Journal of Organizational Change 

Management, 27(2), 273-298. 

Gupta, A. K., & Govindarajan, V. (1984). Business unit strategy, managerial 

characteristics, and business unit effectiveness at strategy 

implementation. Academy of Management Journal, 27(1 ), 25-41. 

Guthrie, J. (2001). The management, measurement and the reporting of intellectual 

capital. Journal of Intellectual capital, 2(1), 27-41. 

Guthrie, J., & Petty, R. (2000). Intellectual capital: Australian annual reporting 

practices. Journal of intellectual capital, 1(3), 241-251. 

Hafeez, M. H. (2014). Moderating effects of organizational learning capability on the 

relationship between innovation, branding and SMEs performance in sports 

industry of Pakistan (Doctoral dissertation, Universiti Utara Malaysia). 

Hair Jr, J. F., Hult, G. T. M., Ringle, C., & Sarstedt, M. (2016). A primer on partial 

least squares structural equation modeling (PLS-SEM). Sage Publications. 

Hair, J. F. Black. WC, Babin., BJ, Anderson RE,(2010) Multivariate data analysis, a 

global perspective. New Jersey. Pearson. Ed, 7, 816. 

Hair, J. F. J., Black, W. C., Babin, B. J., & Anderson, R. E. (2010). Multivariate data 

analysis Upper Saddle River: Pearson Prentice Hall. 

Hair, J. F., Black, W. C., Babin, B. J., Anderson, R. E., & Tatham, R. L. (2006). 

Multivariate data analysis (Vol. 6). Upper Saddle River, NJ: Pearson Prentice 

Hall. 

Hallberg, K. (2000). A market-oriented strategy for small and medium scale 

enterprises. The World Bank. 

Hamel, G. (1998). Opinion: Strategy innovation and the quest for value. Sloan 

Management Review, 39(2), 7. 

Hammer, M. (2005), "Six steps to operational innovation", Harvard Management 

Update, Vol. 10, pp. 2-3. 

260 



Han, J. K., Kim, N., & Srivastava, R. K. (1998). Market orientation and organizational 

performance: is innovation a missing link?. The Journal of marketing, 30-45. 

Han, Y., & Li, D. (2015). Effects of intellectual capital on innovative performance: 

The role of knowledge-based dynamic capability. Management 

Decision, 53(1 ), 40-56. 

Hang Chan, K. (2009). Impact of intellectual capital on organizational performance: 

An empirical study of companies in the Hang Seng Index (Part 1 ). The 

Leaming Organization, 16(1), 4-21. 

Hannan, M. T., Freeman, J. H., & Meyer, J. W. (1976). Specification of models for 

organizational effectiveness. American Sociologi,cal Review, 41(1), 136-143. 

Haraguchi, N ., & Cheng, C. (2016). The importance of manufacturing in economic 

development: Has this changed? UNIDO inclusive and sustainable industrial 

development Work Paper Series, WPl. 

Harman, D. (f 967). A single factor test of common method variance. Journal of 

Psychology, 35(1967), 359-378. 

Harrigan, P., & Miles, M. (2014). From e-CRM to s-CRM. Critical factors 

underpinning the social CRM activities of SMEs. Small Enterprise 

Research, 21 ( l ), 99-116. 

Harrison, J. K., Chadwick, M., & Scales, M. (1996). The relationship between cross

cultural adjustment and the personality variables of self-efficacy and self

monitoring. International Journal of Intercultural Relations, 20(2), 167-188. 

Harvie, C., & Charoenrat, T. (2015). SMEs and the rise of global value 

chains. Integrating SMEs into Global Value Chains, 1. 

Hashemzadeh, G. R., Khaksar, S. M. S., Nawaser, K., & Jahanshahi, A. A. (2011). 

Technological dimension of customer relationship management. Indian 

Journal of Science and Technology, 4(11), 1565-1572. 

Heinnan, A., & Clarysse, B. (2007). Which tangible and intangible assets matter for 

innovation speed in start-ups?. Journal of Product Innovation 

Management, 24(4), 303-3 I 5. 

Hejazi, R., Ghanbari, M., & AJipour, M. (2016). Intellectual, Human and Structural 

Capital Effects on Finn Performance as Measured by Tobin's Q. Knowledge 

and Process Management, 23(4), 259-273. 

Henard, D. H., & Szymanski, D. M. (2001). Why some new products are more 

successful than others. Journal of marketing Research, 38(3), 362-375. 

261 



Hendricks, K. B., Singha!, V. R., & Stratman, J. K. (2007). The impact of enterprise 

systems on corporate performance: A study of ERP, SCM, and CRM system 

implementations. Journal of operations management, 25(1 ), 65-82. 

Henriksen, L. (1999). Small firms and economic development: research, policy and 

practice. Journal of Small Business and Enterprise Development, 6(3), 215-

218. 

Henseler, J., & Fassett, G. (2010). Testing moderating effects in PLS path models: An 

illustration of available procedures. In Handbook of partial least squares (pp. 

713-735). Springer, Berlin, Heidelberg. 

Henseler, J., Hubona, G., & Ray, P. A. (2016). Using PLS path modeling in new 

technology research: updated guidelines. Industrial management & data 

systems, 116(1), 2-20. 

Henseler, J., Ringle, C. M., & Sinkovics, R.R. (2009). The use of partial least squares 

path modeling in international marketing. In New challenges to international 

marketing (pp. 277-319). Emerald Group Publishing Limited. 

Herath, H. A., & Mahmood, R. (2013). Strategic orientation based research model of 

S.MKperformance.for developing countries. Review of Integrative Business 

and Economics Research, 2(1), 430. 

Herremans, I. M., & Isaac, R. G. (2004). The intellectual capital realization process 

(ICRP): an application of the resource-based view of the fom. Journal of 

managerial issues, 217-231. 

Hervas-Oliver, J. L., Sempere-Ripoll, F., & Boronat-Moll, C. (2014). Process 

innovation strategy in SMEs, organizational innovation and performance: a 

misleading debate?. Small Business Economics, 43(4), 873-886. 

Hess, A. M., & Rothaennel, F. T. (2011). When are assets complementary? Star 

scientists, strategic alliances, and innovation in the pharmaceutical 

industry. Strategic Management Journal, 32(8), 895-909. 

Heunks, F. J. (1998). Innovation, creativity and success. Small Business 

Economics, 10(3), 263-272. 

Hill, C. W., & Rothaermel, F. T. (2003). The performance of incumbent firms in the 

face of radical technological innovation. Academy of Management 

Review, 28(2), 257-274. 

262 



Hillary, R. (Ed.). (2017). Small and medium-sized enterprises and the environment: 

business imperatives. Routledge. 

Hilman, H., & Kaliappen, N. (2015). Innovation strategies and performance: are they 

truly linked? World Journal of Entrepreneurship, Management and 

Sustainable Development, 11(1), 48-63. 

Hilmi, M. F., Ramayah, T., Mustapha, Y., & Pawanchik, S. (2010). Product and 

process innovativeness: Evidence from Malaysian SMEs. European Journal 

of Social Sciences, 16(4), 556-564. 

Hitt, M.A., Bierman, L., Shimizu, K., & Kochhar, R. (2001). Direct and moderating 

effects of human capital on strategy and performance in professional service 

firms: A resource-based perspective. Academy of Management journal, 44(1), 

13-28. 

Hogan, S. J., & Coote, L. V. (2014). Organizational culture, innovation, and 

performance: A test of Schein's model. Journal of Business Research, 67(8), 

1609-1621. 

Homburg, C., Grozdanovic, M., & K.lannann, M. (2007). Responsiveness to customers 

and competitors: the role of affective and cognitive organizational 

systems. Journal of Marketing, 71(3), 18-38. 

Homburg, C., Millier, M., & Klarmann, M . (2011 ). When should the customer really 

be king? On the optimum level of salesperson customer orientation in sales 

encounters. Journal of Marketing, 75(2), 55-74. 

Hong-kit Yim, F., Anderson, R. E., & Swaminathan, S. (2004). Customer relationship 

management: Its dimensions and effect on customer outcomes. Journal of 

Personal Selling & Sales Management, 24(4), 263-278. 

Horibe, F. (2016). Creating the innovation culture: Leveraging visionaries, dissenters, 

and other useful troublemakers in your organization. VisionArts Inc. 

Hoyer, W. D., Chandy, R., Dorotic, M., Kraffi, M., & Singh, S.S. (2010). Consumer 

cocreation in new product development. Journal of service research, 13(3), 

283-296. 

Hsu, W. T., Chen, H. L., & Cheng, C. Y. (2013). Internationalization and firm 

performance of SMEs: The moderating effects of CEO attributes. Journal of 

World Business, 48(1), 1-12. 

263 



Hsu, Y. H., & Fang, W. (2009). Intellectual capital and new product development 

performance: The mediating role of organizational learning 

capability. Technological Forecasting and Social Change, 76(5), 664-677. 

Hudson, M., Smart, A., & Bourne, M. (2001). Theory and practice in SME 

performance measurement systems. International journal of operations & 

production management, 21(8), 1096-1115. 

Hufnagel, E. M., & Conca, C. (1994). User response data: The potential for errors and 

biases. Information Systems Research, 5(1 ), 48-73. 

Bulland, J. (I 999). Use of partial least squares (PLS) m strategic management 

research: A review of four recent studies. Strategic management journal, 20(2), 

195-204. 

Humphrey, J. (2003). Opportunities for SMEs in developing countries to upgrade in a 

global economy. Geneva: International Labour Organization. 

Hussain, I., Si, S., Xie, X. M., & Wang, L. (2010). Comparative study on impact of 

internal and external CFFs on SMEs. Journal of Small Business & 

Entrepreneurship, 23( 4), 637-648. 

Hussien,A .. L. AS. R..A. G. (2006). Enhancing Competitiveness for Smes in the Arab 

Countries. 

Hussinki, H., Ritala, P., Vanhala, M., & Kianto, A. (2017). Intellectual capital, 

knowledge management practices and firm performance. Journal of 

Intellectual Capital, 18( 4), 904-922. 

Hutter, K., Bautz, J., Repke, K., & Matzler, K. (2013)., Open innovation in small and 

micro enterprises. Problems and Perspectives in Management, 11(1), 12-22. 

Igbaria, M., Guimaraes, T., & Davis, G. B. (1995). Testing the determinants of 

microcomputer usage via a structural equation model. Journal of management 

information systems, 11(4), 87-114. 

Inmyxai, S., & Takahashi, Y. (2010). The effect of firm resources on business 

performance of male-and female-headed firms in the case of Lao micro-, small

, and medium-sized enterprises (MSMEs). International Journal of Business 

and Information, 5(1). 

lpinnaiye, 0., Dineen, D., & Lenihan, H. (2017). Drivers of SME performance: a 

holistic and multivariate approach. Small Business Economics, 48( 4), 883-911. 

264 



Iplik, F. N., Topsakal, Y., & Dogan, 0. (2014). Strategic innovation: An empirical 

study on hotel firms operating in Antalya region. Advances in Hospitality and 

Tourism Research (AHTR), 2(1), 16-29. 

Iqbal, A., Latif, F., Marimon, F., Sahibzada, U. F., & Hussain, S. (2019). From 

lmowledge management to organizational performance: Modelling the 

mediating role of innovation and intellectual capital in higher 

education. Journal of Enterprise Information Management, 32(1), 36-59. 

Iriana, R., Buttle, F., & Ang, L. (2013). Does organizational culture influence CRM's 

financial outcomes?. Journal of Marketing Management, 29(3-4), 467-493. 

Isaga, N. (2018). The relationship of personality to cognitive characteristics and SME 

performance in Tanzania. Journal of Small Business and Enterprise 

Development, 25(4), 667-686. 

!saga, N., Masurel, E., & Van Montfort, K. (2015). Owner-manager motives and the 

growth of S:tvffis in developing countries: Evidence from the furniture industry 

in Tanzania. Journal of Entrepreneurship in Emerging Economies, 7(3), 190-

211. 

Islam, A. (2014). Economic growth and crime against small and medium sized 

enterprises in developing economies. Small Business Economics, 43(3), 677-

695. 

Islam, M. A., Khan, M.A., Obaidullah, A. Z. M., & Alam, M. S. (2011). Effect of 

entrepreneur and firm characteristics on the business success of small and 

medium enterprises (SMEs) in Bangladesh. International Journal of Business 

and Management, 6(3), 289. 

Ismail Salaheldin, S. (2009). Critical success factors for TQM implementation and 

their impact on performance of SMEs. International journal of productivity 

and performance management, 58(3), 215-237. 

Ismail, H. B., Talukder, D., & Panni, M. F. A. K. (2007). Technology dimension of 

CRM: the orientation level and its impact on the business performance of 

S:tvffis in Malaysia. International Journal of Electronic Customer Relationship 

Management, 1(1), 16-29. 

Ismail, M. (2005). The influence of intellectual capital on the pe,fo,mance of Telekom 

Malaysia (Doctoral dissertation, Universiti Teknologi Malaysia). 

265 



Ismanu, S., & Kusmintarti, A. (2019). Innovation and Firm Performance of Small and 

Medium Enterprises. Review of Integrative Business and Economics 

Research, 8, 312. 

ltami, H., & Roehl, T. W. (1987). Mobilizing invisible assetsHarvard University 

Press. Cambridge, MA. 

Jabeen, R., Alekam, J.M. E., Aldaoud, K. A. M., Mat, N. K. N., Zureigat, B. N. I., 

Nahi, A. K., & al Junaidi, A. M. F. (2013). Antecedents of Firm's Performance. 

Empirical Evidence from Yemeni Sme's. American Journal of 

Economics, 3(1), 18-22. 

Jaber, F. N., & Simkin, L. (2017). Understanding customer relationship management 

(CRM) adoption in an Arab Middle Eastern context. Behaviour & Information 

Technology, 36(10), 1020-1036. 

Jacobs, C. D., & Heracleous, L. T. (2005). Answers for questions to come: reflective 

dialogue as an enabler of strategic innovation. Journal of Organizational 

change management, 18(4), 338-352. 

Janosevic, S., Dzenopoljac, V., & Bontis, N. (2013). Intellectual capital and financial 

performance in Serbia. Knowledge and Process Management, 20(1 ), 1-11. 

Jardon, C. M., & Susana Martos, M. (2012). Intellectual capital as competitive 

advantage in emerging clusters in Latin America. Journal of Intellectual 

Capital, 13( 4), 462-481. 

Jarvis, R., Curran, J., Kitching, J., & Lightfoot, G. (2000). The use of quantitative and 

qualitative criteria in the measurement of performance in small firms. Journal 

of small business and enterprise development, 7(2), 123-134. 

Jauriyah, S. (2014). Malaysian SME performance and the government business 

support services: The moderating effects of absorptive capacity (Doctoral 

dissertation, Universiti Utara Malaysia). 

Jayachandran, S., Sharma, S., Kaufman, P., & Raman, P. (2005). The role ofrelational 

information processes and technology use in customer relationship 

management. Journal of marketing, 69(4), 177-192. 

Jayawarna, D., Macpherson, A., & Wilson, A. (2007). Training commitment and 

performance m manufacturing SMEs: Incidence, intensity and 

approaches. Journal of small business and enterprise development, 14(2), 321-

338. 

266 



Jeske, D., & Robnagel, C. S. (2016). Understanding What Drives Informal Leaming 

at Work: An Application of the Resource-Based View. International Journal 

of Management, Knowledge and Learning, 5(2), 145-165. 

Johnson, D. S., Clark, B. H., & Barczak, G. (2012). Customer relationship 

management processes: How faithful are business-to-business firms to 

customer profitability? Industrial Marketing Management, 41(7), 1094-1105. 

Johnson, M. W. (2010). Seizing the white space: Business model innovation for growth 

and renewal. Harvard Business Press. 

Joshi, M., Cahill, D., & Sidhu, J. (2010). Intellectual capital performance in the 

banking sector: An assessment of Australian owned banks. Journal of Human 

Resource Costing & Accounting, 14(2), 151-170. 

Josiassen, A., Assaf, A.G., & Cvelbar, L. K. (2014). CRM and the bottom line: Do all 

CRM dimensions affect firm performance?. International Journal of 

Hospitality Management, 36, 130-136. 

Jutla, D., Craig, J., & Bodorik, P. (2001, January). Enabling and measuring electronic 

customer relationship management readiness. In System Sciences, 2001. 

Proceedings of fhe 3::/th Annual Hawaii International Conference on (pp. 10-

pp). IEEE. 

Kalay, F., & Lynn, G. (2015). The impact of strategic innovation management 

practices on firm innovation performance. Research Journal of Business and 

Management, 2(3), 412-429. 

Kale, S. H. (2004). CRM failure and the seven deadly sins. Marketing 

management, 13(5), 42-46. 

Kamakura, W., Mela, C. F., Ansari, A., Bodapati, A., Fader, P., Iyengar, R., & Wedel, 

M. (2005). Choice models and customer relationship management. Marketing 

Letters, 16(3-4), 279-291. 

Kamukama, N. (2013). Intellectual capital: company's invisible source of competitive 

advantage. Competitiveness Review: An lnterna.tional Business Journal, 23(3), 

260-283. 

Kamukama, N., & Sulait, T. (2017). Intellectual capital and competitive advantage in 

Uganda's microfinance industry. African Journal of Economic and 

Management Studies, 8(4), 498-514. 

267 



Kamukarna, N., Ahiauzu, A., & Ntayi, J. M. (2010). Intellectual capital and 

performance: testing interaction effects. Journal of Intellectual Capital, 11 ( 4 ), 

554-574. 

Kamunge, M. S., Njeru, A., & Tirimba, 0. I. (2014). Factors affecting the perfonnance 

of small and micro enterprises in Limuru Town Market of Kiambu County, 

Kenya. International Journal of Scientifi.c and Research Publications, 4(12), 

1-20. 

Kaplan, R. S., & Norton, D. P. (2001). The strategy-focused organization: How 

balanced scorecard companies thrive in the new business environment. 

Harvard Business Press. 

Kaplan, R.S. and Norton, D.P. (1992). The balanced scorecard- measures that drive 

performance. Harvard Business Review, Janua,y/February, pp. 71-90. 

Kapurubandara, M., & Lawson, R. (2006). Barriers to Adopting ICT and e-commerce 

with SMEs in developing countries: an exploratory study in Sri 

Lanka. University of Western Sydney, Australia, 82, 2005-2016. 

Karabulut, A. T. (2015). Effects of innovation types on performance of manufacturing 

firms in Turkey. Procedia-Sbcial and Behavioral Sciences, 195, 1355-1364. 

Kargwell, S. A. (2012). A comparative study on gender and entrepreneurship 

development: still a male's world within UAE cultural context. International 

journal of business and social science, 3(6). 

Kasemsap, K. (2014). The role of brand loyalty on CRM performance: An innovative 

framework for smart manufacturing. In Smart manufacturing innovation and 

transformation: Interconnection and intelligence (pp. 252-284). IGI Global. 

Kastalli, I. V., & Van Looy, B. (2013). Servitization: Disentangling the impact of 

service business model innovation on manufacturing firm 

performance. Journal of Operations Management, 31 ( 4), 169-180. 

Kataria, S. (2013). Strategic innovation: a review and a theoretical 

framework (Master's thesis, University ofTwente). 

Katzenbach, J. R., & Smith, D. K. (2015). The wisdom of teams: Creating the high

pe,formance organization. Harvard Business Review Press. 

Kelliher, F., & Reinl, L. (2009). A resource-based view of micro-firm management 

practice. Journal of Small Business and Enterprise Development, 16(3), 521-

532. 

268 



Kennedy, K. N., Lassk, F. G., & Goolsby, J. R. (2002). Customer mind-set of 

employees throughout the organization. Journal of the Academy of Marketing 

Science, 30(2), 159-171. 

Kerr, A., Wittenberg, M., & Arrow, J. (2014). Job creation and destruction in South 

Africa. South African journal of economics, 82(1 ), 1-18. 

Keskin, H., Senturk, C., Sungur, 0., & Kiris, H. M. (2010). The importance of SMEs 

in developing economies. 

Kessy, S., & Temu, S.S. (2010). The impact of training on performance of micro and 

small enterprises served by microfinance institutions in Tanzania. Research 

Journal of Business Management, 4(2), 103-111. 

Khalique, M., Bontis, N., Abdul Nassir bin Shaari, J., & Hassan Md. Isa, A. (2015). 

Intellectual capital in small and medium enterprises in Pakistan. Journal of 

Intellectual Capital, 16( I), 224-23 8. 

Khalique, M., Shaari, N., Abdul, J., & Isa, A.H. B. M. (201 I). Intellectual capital and 

its major components. 

Khan, H. U., Fournier-Bonilla, S. D., Jinugu, A., & Lalitha, M. (2016, March). 

Possible challenges of the successful implementation of CRM in the service 

sector: A case study of Saudi Arabia. In Northeast Decision Sciences Institute 

Conference (Vol. 31). 

Khan, M. (2015). Identifying the components and importance of intellectual capital in 

knowledge-intensive organizations. 

Khan, S. N., & Ali, E. I.E. (2017). The moderating role of intellectual capital between 

enterprise risk management and fum performance: A conceptual 

review. American Journal of Social Sciences and Humanities, 2(1), 9-15. 

Khan, Y ., & Terziovski, M. (2014 ). The effects of intellectual capital on performance 

in Australian small and medium enterprises (SMEs). In Australia and New 

Zealand Academy of Management (ANZAM) (pp. 1-29). 

Khasawneh, R., & Abu-Shanab, E. (2012). Electronic customer relationship 

management (E-CRM) in Jordan: the case of Egyptian Arab land 

bank. International Journal of Technology Diffusion (IJTD), 3(3), 36-46. 

Khodakarami, F., & Chan, Y. E. (2014). Exploring the role of customer relationship 

management (CRM) systems in customer knowledge creation. Information & 

Management, 51(1), 27-42. 

269 



Kianto, A, Saenz, J., & Aramburu, N. (2017). Knowledge-based human resource 

management practices, intellectual capital and innovation. Journal of Business 

Research, 81, 11-20. 

Kim, B. Y. (2008). Mediated effects of customer orientation on customer relationship 

management performance. International Journal of Hospitality & Tourism 

Administration, 9(2), 192-218. 

Kim, D. Y., & Kumar, V. (2009). A framework for prioritization of intellectual capital 

indicators in R&D. Journal of Intellectual Capital, 10(2), 277-293. 

Kim, J. W., Choi, J., Qualls, W., & Park, J. (2004). The impact of CRM on firm-and 

relationship-level perfonnance in distributed networks. The Communications 

oftheAssociationfor Information Systems, 14(1), 64. 

Kim, M., Eun Park, J., Dubinsky, A. J., & Chaiy, S. (2012). Frequency of CRM 

implementation activities: a customer-centric view. Journal of Services 

Marketing, 26(2), 83-93. 

Knight, G. A., & Cavusgil, S. T. (2004). Innovation, organizational capabilities, and 

the born-global finn. Journal of international business studies, 35(2), 124-141. 

Ko, E., Kim; S. H., Kim; M., & W'Oo, J. Y. (2008). Organizational characteristics and 

the CRM adoption process. Journal of Business Research, 61(1), 65-74. 

Kodama, M. (2017). Developing strategic innovation in large corporations - The 

dynamic capability view of the firm. Knowledge and Process 

Management, 24(4), 221-246. 

Kodama, M. (2018). Sustainable Growth Through Strategic Innovation: Driving 

Congruence in Capabilities. Edward Elgar Publishing. 

Kohtamaki, M., Vesalainen, J., Henneberg, S., Naude, P., & Ventresca, M. J. (2012). 

Enabling relationship structures and relationship perfonnance improvement: 

The moderating role of relational capital. Industrial Marketing 

Management, 41(8), 1298-1309. 

Kong, E. (2007). The strategic importance of intellectual capital in the non-profit 

sector. Journal of Intellectual capital, 8(4), 721-731. 

Kong, E. (2010). Analyzing BSC and IC's usefulness m nonprofit 

organizations. Journal of Intellectual Capital, 11(3), 284-304. 

Kongolo, M. (2010). Job creation versus job shedding and the role of SMEs in 

economic development. African journal of business management, 4(1 I), 2288. 

270 



Kostova, T., Roth, K., & Dacin, M. T. (2008). Institutional theory in the study of 

multinational corporations: A critique and new directions. Academy of 

management review, 33(4), 994-1006. 

Kotler, P., & Levy, S. J. (1969). Broadening the concept of marketing. The Journal of 

Marketing, I 0-15. 

Kotler, P ., Armstrong, G., Saunders, J., & Wong, V. (1999). Priciples of Marketing 

(Second European Edition ed.). Upper Sadie River: Prentice Hall Inc. 

Kotorov, R. P. (2002). Ubiquitous organization: organizational design for e

CRM. Business Process Management Journal, 8(3), 218-232. 

Kraha, A., Turner, H., Nimon, K., Zientek, L., & Henson, R. (2012). Tools to support 

interpreting multiple regression in the face of multicollinearity. Frontiers in 

psychology, 3, 44. 

Krasnik.ov, A., Jayachandran, S., & Kumar, V. (2009). The impact of customer 

relationship management implementation on cost and profit efficiencies: 

evidence from the US commercial banking industry. Journal of 

marketing, 73(6), 61-76. 

Krejcie, R. V., & Morgan; D. W. (1970). Determining sample size for research 

activities. Educational and psychological measurement, 30(3), 607-610. 

Kristandl, G., & Bontis, N. (2007). The impact of voluntary disclosure on cost of 

equity capital estimates in a temporal setting. Journal of Intellectual 

Capital, 8(4), 577-594. 

Kuhn, J. S., & Marsick, V. J. (2005). Action learning for strategic innovation in mature 

organizations: Key cognitive, design and contextual considerations. Action 

Learning: Research and Practice, 2(1), 27-48. 

Kumar, B. (2012). Theory of planned behaviour approach to understand the purchasing 

behaviour for environmentally sustainable products. 

Kumar, K., Boesso, G., Favotto, F., & Menini, A. (2012). Strategic orientation, 

innovation patterns and performances of SMEs and large companies. Journal 

of Small Business and Enterprise Development, 19(1), 132-145. 

Kumar, V., & Reinartz, W. (2012). Customer relationship management: Concept, 

strategy, and tools. Springer Science & Business Media. 

Kureshi, N. I., Mann, R., Khan, M . R., & Qureshi, M. F. (2009). Quality management 

practices of SME in developing countries: a survey of manufacturing SME in 

Pakistan. Journal of Quality and Technology Management, 5(2), 63-89. 

271 



Kus, H. T., Bulak, E., Turkyilmaz, A., & Pastuszak, Z. (2017). Dea Supported Ann 

Approach to Operational Efficiency Assessment of Smes. In Management 

Challenges in a Network Economy: Proceedings of the Makelearn and TIIM 

International Conference 2017 (pp. 605-612). ToKnowPress. 

Kyootai, L., & Kailas, J. (2007). Customer Satisfaction with Technology Mediated 

Service. Encounter". Journal of information technology management, 18(2), 

79-98. 

Lachman, R., & Wolfe, R. A. ( 1997). The interface of organizational effectiveness and 

corporate social performance: Opportunities for research and theory 

development. Business & Society, 36(2), 194-214. 

Lambert, D. M. (2009). Customer relationship management as a business 

process. Journal of Business & Industrial Marketing, 25(1 ), 4-17. 

Lampadarios, E. (2016). Critical success factors for SMEs: an empirical study in the 

UK chemical distribution industry. International Journal of Business and 

Management, 11(7). 

Lamptey, L. L., Frimpong, K., & Morrison, A. B. (2017). Empirical Study on the 

Influence of Working Capital Management on Performance of SMEs in a 

Developing Economy. British Journal of Economics, Management & 

Trade, 17( 4), 1-10. 

Larsson, A., & Viitaoja, Y. (2017). Building customer loyalty in digital banking: A 

study of bank staffs perspectives on the challenges of digital CRM and 

loyalty. International Journal of Bank Marketing, 35(6), 858-877. 

Law, R., Fong, D. K. C., Chan, I. C. C., & Fong, L. H. N. (2018). Systematic review 

of hospitality CRM research. International Journal of Contemporary 

Hospitality Management, 30(3), 1686-1704. 

Lehmann-Ortega, L., & Schoettl, J. M. (2005). From buzzword to managerial tool: 

The role of business models in strategic innovation. CLADEA, Santiago de 

Chile, 1-14. 

Leitner, K. H. (2004). Intellectual capital reporting for universities: conceptual 

background and application for Austrian universities. Research 

Evaluation, 13(2), 129-140. 

Leitner, K. H. (2015). Intellectual capital, innovation, and performance: Empirical 

evidence from SMEs. International Journal of Innovation 

Management, 19(05), 1550060. 

272 



Li, J., Xia, J ., & Zajac, E. J. (2018). On the duality of political and economic 

stakeholder influence on firm innovation performance: T heory and evidence 

from Chinese firms. Strategic Management Journal, 39(1), 193-216. 

Li, L., & Mao, J. Y. (2012). The effect of CRM use on internal sales management 

control: An alternative mechanism to realize CRM benefits. Information & 

management, 49(6), 269-277. 

Liberman-Yaconi, L., Hooper, T., & Hutchings, K. (2010). Toward a model of 

understanding strategic decision-making in micro-firms: exploring the 

Australian information technology sector. Journal of Small Business 

Management, 48(1), 70-95. 

Lichtenthaler, U. (2015). A note on outbound open innovation and firm 

performance. R&D Management, 45(5), 606-608. 

Liedholm, C., & Mead, D. C. (1987). Small scale industries in developing countries: 

Empirical evidence and policy implications (No. 1094-2016-88092). 

Lilly, L., & Jurna, D. (2014). Influence of Strategic Innovation on Performance of 

Commercial Banks in Kenya: The Case of Kenya Commercial Bank in Nairobi 

County. European Journal of Business Management, 2(1), 336-341. 

Lin, C. Y. Y ., & Edvinsson, L. (2010). National intellectual capital: A comparison of 

40 countries. Springer Science & Business Media. 

Lin, R. J ., Chen, R. H., & Kuan-Shun Chiu, K. (2010). Customer relationship 

management and iruiovation capability: an empirical study. Industrial 

Management & Data Systems, 110(1), 111-133. 

Linoff, G. S., & Berry, M. J. (2011). Data mining techniques: for marketing, sales, 

and customer relationship management. John Wiley & Sons. 

Liu, C. H. (2017). The relationships among intellectual capital, social capital, and 

performance-The moderating role of business ties and environmental 

uncertainty. Tourism Management, 61, 553-561. 

Liu, C. H. (2017). The relationships among intellectual capital, social capital, and 

performance-The moderating role of business ties and environmental 

uncertainty. Tourism Management, 61, 553-561 . 

Loecher, U. (2000). Small and medium-sized enterprises-delimitation and the 

European definition in the area of industrial business. European Business 

Review, 12(5), 261-264. 

273 



Lonial, S. C., & Carter, R. E. (2015). The impact of organizational orientations on 

medium and small firm performance: A resource-based perspective. Journal of 

Small Business Management, 53(1), 94-113. 

Love, J . H., & Roper, S. (2015). SME innovation, exporting and growth: A review of 

existing evidence. International small business journal, 3 3( 1 ), 28-48. 

Lovelock, C., & Patterson, P. (2015). Services marketing. Pearson Australia. 

Lowry, P. B., & Gaskin, J. (2014). Partial least squares (PLS) structural equation 

modeling (SEM) for building and testing behavioral causal theory: When to 

choose it and how to use it. IEEE transactions on professional 

communication, 57(2), 123-146. 

Lu, W. M., Wang, W. K., & Kweh, Q. L. (2014). Intellectual capital and perfonnance 

in the Chinese life insurance industry. Omega, 42(1), 65-74. 

Lynn, B. E. (I 998). Performance evaluation in the new economy: bringing the 

measurement and evaluation of intellectual capital into the management 

planning and control system. International Journal of Technology 

Management, 16(1-3), 162-176. 

Machlup, F. (2014). Knowledge: Its creation, distribution and economic significance, 

Volume Ill: The economics of information and human capital (Vol. 3). 

Princeton University Press. 

Madi Bin AbduJlah, M., Uli, J., & Jose Tari, J. (2008). The influence of soft factors on 

quality improvement and performance: Perceptions from managers. The TQM 

Journal, 20(5), 436-452. 

Maditinos, D., Chatzoudes, D., Tsairidis, C., & Theriou, G. (2011). The impact of 

intellectual capital on finns' market value and financial performance. Journal 

of intellectual capital, 12(1 ), 132-151. 

Maditinos, D., Chatzoudes, D., Tsairidis, C., & Theriou, G. (2011). The impact of 

intellectual capital on fmns' market value and financial performance. Journal 

of intellectual capital, 12(1 ), 132-151. 

Maggon, M., & Chaudhry, H. (2019). Moderating role of gender amongst various 

constructs of CRM: An empirical study of Indian hotels. Journal of Advances 

in Management Research, 16(1), 123-140. 

Mahemba, C. M., & Bruijn, E. J. D. (2003). Innovation activities by small and 

medium-sized manufacturing enterprises in Tanzania. Creativity and 

innovation management, 12(3), 162-173. 

274 



Mahmood, N., Jianfeng, C., Jarrul, F., Kannat, J., Khan, M., & Cai, Y. (2015). 

Business incubators: Boon or boondoggle for S11:Es and economic 

development of Pakistan. International Journal of u-and e-Service, Science 

and Technology, 8(4), 147-158. 

Mahmood, R., & Mohd Rosli, M. (2013). Microcredit position in micro and small 

enterprise perfonnance: the Malaysian case. Management research 

review, 36(5), 436-453. 

Mahoney, J. T., & Pandian, J. R. (1992). The resource-based view within the 

conversation of strategic management. Strategic management journal, 13(5), 

363-380. 

Makadok, R. (2001 ). Toward a synthesis of the resource-based and dynamic-capability 

views of rent creation. Strategic management journal, 22(5), 387-401. 

Maklan, S., Knox, S., & Peppard, J. (2011). Why CRM Failsand How to Fix It. MIT 

Sloan Management Review, 52(4), 77. 

Malhotra, N. K., Kim, S. S., & Patil, A. (2006). Common method variance in IS 

research: A comparison of alternative approaches and a reanalysis of past 

research. Management science, 52(12), 1865-1883. 

Malhotra, Y. (2001). Knowledge assets in the global economy: assessment of national 

intellectual capital. Knowledge management and business model 

innovation, 8(3), 232-249. 

Malthouse, E. C., Haenlein, M., Skiera, B., Wege, E., & Zhang, M. (2013). Managing 

customer relationships in the social media era: Introducing the social CRM 

house. Journal of Interactive Marketing, 27(4), 270-280. 

Maroun, A. A., Mohiuddin, M., Fazal, S. A., & Ahmad, G. B. (2018). Effect of 

entrepreneurial and market orientation on consumer engagement and 

performance of manufacturing SMEs. Management Research Review, 41(1), 

133-147. 

Mandhachitara, R., & Allapach, S. (2017). Small business performance in Thailand: 

key success factors. Journal of Research in Marketing and 

Entrepreneurship, 19(2), 161-181. 

Mang' unyi, E. E., Khabala, 0. T., & Govender, K. K. (2018). Bank customer loyalty 

and satisfaction: the influence of virtual e-CRM. African Journal of Economic 

and Management Studies, 9(2), 250-265. 

275 



March, J. G., & Sutton, R. I. (1997). Crossroads-organizational performance as a 

dependent variable. Organization science, 8(6), 698-706. 

Marino, V., & Lo Presti, L. (2018). Engagement, satisfaction and customer behavior

based CRM performance: An empirical study of mobile instant 

messaging. Journal of Service Theory and Practice, 28(5), 682-707. 

Markides, C. (1997). Strategic innovation. Sloan management review, 38(3). 

Markides, C. (1998). Strategic innovation in established companies. Sloan 

Management Review, 39(3), 31. 

Markides, C. C., & Anderson, J. (2006). Creativity is not enough: JCT-enabled 

strategic innovation. European Journal of Innovation Management, 9(2), 129-

148. 

Markides, C., & Charitou, C. D. (2004). Competing with dual business models: A 

contingency approach. The academy of Management executive, 18(3), 22-36. 

Marr, B., Gray, D., & Neely, A. (2003). Why do firms measure their intellectual 

capital?. Journal of intellectual capital, 4( 4), 441-464. 

Martin-de-Castro, G., Emilio Navas-Lopez, J., Lopez-Saez, P., & Alama-Salazar, E. 

(2006). Organizational capital as competitive advantage of the finn. Journal of 

Intellectual Capital, 7(3), 324-337. 

Martinez-Torres, M. R. (2006). A procedure to design a structural and measurement 

model of intellectual capital: an exploratory study. Information & 

Management, 43(5), 617-626. 

Martin-Rios, C. (2014). Why do firms seek to share human resource management 

knowledge? The importance of inter-firm networks. Journal of Business 

Research, 67(2), I 90-199. 

Marwa Ahmed Babrow, (2014). The Impact of Intellectual Capital on Achieving 

Strategies of Competitive Advantage at Kuwaiti Banks , Master Thesis , Aman 

Arab University, Jordan. 

Marzo, G., & Scarpino, E. (2016). Exploring intellectual capital management in SMEs: 

an in-depth Italian case study. Journal of Intellectual capital, 17(1 ), 27-5 1. 

Masakure, 0., Henson, S., & Cranfield, J. (2009). Performance of microenterprises in 

Ghana: A resource-based view. Journal of Small Business and Enterprise 

Development, 16(3), 466-484. 

Mashahadi, F., Ahmad, N. H., & Mohamad, 0. (2016). Strategic innovation 

ambidexterity and the internationalization performance of small and medium 

276 



enterprises: An insight into herbal-based small and medium enterprises 

(HbSMEs ). World Journal of Entrepreneurship, Management and Sustainable 

Development, 12(2), 161-175. 

Massingham, P.R., & Tam, L. (2015). The relationship between human capital, value 

creation and employee reward. Journal of intellectual capital, 16(2), 390-418. 

Matthews, C. H., & Brueggemann, R. (2015). Innovation and entrepreneurship: A 

competency framework. Routledge. 

Matusow, J. (2010), "sustainable packaging: the beauty industry's perfect storm?", 

available at: www.Beautypackaging.Com (accessed 4 May 2010). 

Maurya, U. K., Mishra, P., Anand, S., & Kumar, N. (2015). Corporate identity, 

customer orientation and performance of SMEs: Exploring the linkages. 11MB 

Management review, 27(3), 159-174. 

Mavridis, D. G. (2005). Intellectual capital perfonnance determinants and 

globalization status of Greek listed firms. Journal of Intellectual Capital, 6( 1 ), 

127-140. 

McCrae, R R., Kurtz, J. E., Yamagata, S., & Terracciano, A. (2011). Internal 

consistency, retest reliability, and their implications for personality scale 

validity. Personality and social psychology review, 15(1), 28-50. 

McCrae, R. R., Kurtz, J. E., Yamagata, S., & Terracciano, A. (2011). Internal 

consistency, retest reliability, and their implications for personality scale 

validity. Personality and social psychology review, 15(1 ), 28-50. 

McDowell, W. C., Peake, W. 0., Coder, L., & Harris, M. L. (2018). Building small 

firm performance through intellectual capital development: Exploring 

innovation as the "black box". Journal of Business Research. 

McGee, J.E., Dowling, M. J., & Megginson, W. L. (1995). Cooperative strategy and 

new venture performance: The role of business strategy and management 

experience. Strategic management journal, 16(1), 565-580. 

McGrath, R. G., Tsai, M. H., Venkataraman, S., & MacMillan, I. C. (1996). 

Innovation, competitive advantage and rent: a model and test. Management 

Science, 42(3), 389-403. 

McNally, R. C. (2007). An exploration of call centre agents' CRM software use, 

customer orientation and job performance in the customer relationship 

maintenance phase. Journal of Financial Services Marketing, 12(2), 169-184. 

277 



Mechinda, P., & Patterson, P. G. (2011). The impact of service climate and service 

provider personality on employees' customer-oriented behavior in a high

contact setting. Journal a/Services Marketing, 25(2), 101-113. 

Mehralian, G., Nazari, J. A., & Ghasemzadeh, P. (2018). The effects of knowledge 

creation process on organizational performance using the BSC approach: the 

mediating role of intellectual capital. Journal of Knowledge Management. 

Mehralian, G., Rajabzadeh, A., Reza Sadeh, M., & Reza Rasekh, H. (2012). 

Intellectual capital and corporate performance in Iranian pharmaceutical 

industry. Journal of Intellectual Capital, 13(1), 138-158. 

Melville, N., Kraemer, K., & Gurbaxani, V. (2004). Information technology and 

organizational performance: An integrative model of IT business value. MIS 

quarterly, 28(2), 283-322. 

Mention, A. L. , & Bontis, N. (2013). Intellectual capital and performance within the 

banking sector of Luxembourg and Belgium. Journal of Intellectual 

capital, 14(2), 286-309. 

Meso, P., & Smith, R. (2000). A resource-based view of organizational knowledge 

management systems. Journal of knowledge management, 4(3), 224-234. 

Meyer.,M & Kolbe, L. M. (2005). Integration of customer relationship management: 

status quo and implications for research and practice. Journal of strategic 

marketing, 13(3), 175-198. 

Michna, A. (2009). The relationship between organizational learning and SME 

performance in Poland. Journal of European industrial training, 33(4), 356-

370. 

Ministry of Planning and International Cooperation "MOPIC", (2004). Policies and 

programs of development for small and medium enterprises in the Republic of 

Yemen. 

Ministry of Yemen (2015). Ministry of Industry and Trade. Retrieved from 

http://www.yemen.gov.ye/portal/Default.aspx?alias=www.yemen.gov.ye/port 

al/industry. 

Ministry of Yemen (2016). Ministry of Industry and Trade. Retrieved from 

http://www.yemen.gov.ye/portal/Default.aspx?alias=www.yemen.gov.ye/port 

al/industry. 

278 



Ministry of Yemen (2016). Ministry of Technical Education and Vocational Training 

Retrievefromhttp://www.yemen.gov.ye/portal/Default.aspx?alias=www.yeme 

n. gov.ye/portal/move. 

Ministry of Yemen (2017). Ministry of Industry and Trade. Retrieved from 

http://www.yemen.gov.ye/portal/Default.aspx?alias=www.yemen.gov.ye/port 

al/industry. 

Minh Ngo, V., Pavelkova, D., Phan, T., Phu, Q. , & Van Nguyen, N. (2018). Customer 

Relationship Management (CRM) in small and medium tourism enterprises: A 

dynamic capabilities perspective. Tourism and hospitality management, 24( l ), 

63-86. 

Missi, F., Alshawi, S., & Fitzgerald, G. (2005, January). Why CRM efforts fail? A 

study of the impact of data quality and data integration. In System Sciences, 

2005. HICSS'05. Proceedings of the 38th Annual Hawaii International 

Conference on (pp. 216c-216c). IEEE. 

Mitbas, S., Krishnan, M. S., & Fornell, C. (2005). Why do customer relationship 

management applications affect customer satisfaction?. Journal of 

Marketing, 69(4), 201-209. 

Mittal, B., & Lassar, W. M. (1998). Why do customers switch? The dynamics of 

satisfaction versus loyalty. Journal of services marketing, 12(3), 177-194. 

Mohammad, A. A. M. (2014). The mediating effect of marketing capabilities on the 

relationship between customer relationship management (CRM) dimensions 

and hotel pe,formance (Doctoral dissertation, Universiti Utara Malaysia). 

Mohammed, A. A., Rashid, B. B ., & Tahir, S. B. (2014). Customer relationship 

management (CRM) Technology and organization performance: is marketing 

capability a missing link? an empirical study in the malaysian hotel 

industry. Asian Social Science, 10(9), 197. 

Mohd Akhir, A. (2014 ). The mediating role of sustainable product development on the 

relationship between quality management practices and organizational 

performance: A study in Malaysian automotive industry (Doctoral dissertation, 

Universiti Utara Malaysia). 

Mokhtar, S. S. M., Yusoff, R. Z., & Ahmad, A. (2014). Key elements of market 

orientation on Malaysian SMEs performance. International Journal of 

Business and Society, 15( 1 ), 49. 

279 



Mootee, I. (2013). Design thinking/or strategic innovation: What they can't teach you 

at business or design school. John Wiley & Sons. 

Mosalakae, I. G. B. (2009). Financial performance measurement of South Africa's top 

companies: an exploratory investigation (Doctoral dissertation). 

Mowery, D. C., Nelson, R.R., Sarnpat, B. N., & Ziedonis, A. A. (2015). Ivory tower 

and industrial innovation: University-industry technology transfer before and 

after the Bayh-Dole Act. Stanford University Press. 

Mozaheb, A., Alamolhodaei, S. M.A., & Ardakani, M. F. (2015). Effect of customer 

relationship management (CRM) on performance of small-medium sized 

enterprises (SMEs) using structural equations model (SEM). International 

Journal of Academic Research in Accounting, Finance and Management 

Sciences, 5(2), 42-52. 

Muhammad Arafat, N. (2014). The relationship between intellectual capital, 

innovation capability with firm age and firm performance (Doctoral 

dissertation, Universiti Utara Malaysia). 

Mukerjee, K., & Singh, K. (2009). CRM: a strategic approach. !UP Journal of 

Management Research, 8(2), 65. 

Muniady, R. A. L., Maroun, A. A., Mohamad, M. R., Permarupan, P. Y., & Zainol, N. 

R. B. (2015). The effect of cognitive and relational social capital on structural 

social capital and micro-enterprise performance. Sage Open, 5( 4), 

2158244015611187. 

Munir Ahmad, M., & Alaskari, 0. (2014). Development of assessment methodology 

for improving performance in SME's. International journal of productivity and 

performance management, 63(4), 477-498. 

Murat Ar, I., & Bald, B. (2011). Antecedents and performance impacts of product 

versus process innovation: Empirical evidence from SMEs located in Turkish 

science and technology parks. European Journal of Innovation 

Management, 14(2), 172-206. 

Muriithi, S. M., Kinuthia, G., Ngure, P., Waithima, A., Kizito, M. N., Kiarie-Makara, 

M ., & Njuguna, R. S. (2017). African small and medium enterprises (SMEs) 

contributions, challenges and solutions. European Journal of Research and 

Reflection in Management Sciences Vol, 5(1). 

Murphy, G. B., Trailer, J. W., & Hill, R. C. (1996). Measuring performance in 

entrepreneurship research. Journal of business research, 36(1), 15-23. 

280 



Murphy, K. R., Myors, B., & Wolach, A. (2014). Statistical power analysis: A simple 

and general model for traditional and modern hypothesis tests. Routledge. 

Musavian, S . J., & Ghasbeh, M. J. (2017). Investigation of Relationship between E

Banking Industry Risks and Electronic Customer Relationship Management 

(E-CRM). MA YFEB Journal of Business and Management, 2. 

Naala, M. N. I. (2016). Moderating and mediating roles of human capital and 

competitive advantage on entrepreneurial orientation, social network and 

performance of SMEs in Nigeria (Doctoral dissertation, Universiti Utara 

Malaysia). 

Nahapiet, J., & Ghoshal, S. (2000). Social capital, intellectual capital, and the 

organizational advantage. In Knowledge and social capital (pp. 119-157). 

Narayanan, S., Narasimhan, R., & Schoenherr, T. (2015). Assessing the contingent 

effects of collaboration on agility performance in buyer-supplier 

relationships. Journal of Operations Management, 33, 140-154. 

Nardi, P. M. (20 I 8). Doing survey research: A guide to quantitative methods. 

Routledge. 

Naseba, Mohamed Khair Fadlallah. (2012). The impact of intellectual capital on the 

strategic direction of the business enterprises, Master Thesis, Om Darman 

University. Sudan. 

Nath, P., Nachiappan, S., & Ramanathan, R. (2010). The impact of marketing 

capability, operations capability and diversification strategy on performance: 

A resource-based view. Industrial Marketing Management, 39(2), 317-329. 

Nazari, J. A., & Herremans, I. M. (2007). Extended V AIC model: measuring 

intellectual capital components. Journal of Intellectual Capital, 8(4), 595-609. 

Nedzinskas, S., Pundziene, A., Buoziute-Rafanaviciene, S., & Pilkiene, M. (2013). 

The impact of dynamic capabilities on SME performance in a volatile 

environment as moderated by organizational inertia. Baltic Journal of 

Management, 8(4), 376-396. 

Neely, A., Filippini, R., Forza, C., Vinelli, A., & Hii, J. (2001). A framework for 

analyzing business performance, firm innovation and related contextual 

factors: perceptions of managers and policy makers m two European 

regions. Integrated manufacturing systems, 12(2), 114-124. 

281 



Nelson, J. D., & Ward, R. C. (1981). Statistical Considerations and Sampling 

Techniques for Ground-Water Quality Monitoring. Groundwater, 19(6), 617-

626. 

Nemati, Y., Madhoshi, M., & Ghadikolaei, A. S. (2017). The effect of Sales and 

Operations Planning (S&OP) on supply chain's total performance: A case 

study in an Iranian dairy company. Computers & Chemical Engineering, 104, 

323-338. 

Neneh, B. N. (2016). Market orientation and performance: the contingency role of 

external environment. Environmental Economics, 7(2), 1-14. 

Neneh, B. N. (2018). Customer orientation and SME performance: the role of 

networking ties. African Journal of Economic and Management Studies, 9(2), 

178-196. 

Neneh, N. B., & Van Zyl, J. H. (2012). Achieving optimal business performance 

through business practices: evidence from SMEs in selected areas in South 

Africa. Southern African Business Review, 16(3), 118-144. 

Newbert, S. L (2008). Value, rareness, competitive advantage, and performance: a 

conceptual-level empirrcal investigation of the resource-based view of the 

firm. Strategic management journal, 29(7), 745-768. 

Ngai, E. W. (2005). Customer relationship management research (1992-2002) An 

academic literature review and classification. Marketing intelligence & 

planning, 23(6), 582-605. 

Nguyen, B., & Simkin, L. (2013). The dark side of CRM: advantaged and 

disadvantaged customers. Journal of Consumer Marketing, 30(1), 17-30. 

Nguyen, T. H., Sherif, J. S., & Newby, M. (2007). Strategies for successful CRM 

implementation. Information Management & Computer Security, 15(2), 102-

115. 

Nguyen, T., & S. Waring, T. (2013). The adoption of customer relationship 

management (CRM) technology in SMEs: An empirical study. Journal of 

Small Business and Enterprise Development, 20(4), 824-848. 

Nielsen, C., Roslender, R., & Schaper, S. (2017). Explaining the demise of the 

intellectual capital statement in Denmark. Accounting, Auditing & 

Accountability Journal, 30(1 ), 38-64. 

282 



Nieto, M. J., & Santamaria, L. (2007). The importance of diverse collaborative 

networks for the novelty of product innovation. Tee novation, 27(6-7), 367-

377. 

Nimtrakoon, S. (2015). The relationship between intellectual capital, firms' market 

value and financial performance: Empirical evidence from the 

ASEAN. Journal of Intellectual Capital, 16(3), 587-618. 

Nonnan, E. W., & Fraenk.el, J. R. (2000). How to design and evaluate research in 

education. 

Nunes, A. V. D. S., Dorion, E., Olea, P. M., Nodari, C. H., & Pereira, A. A. (2012). 

The use of performance indicators for small and micro enterprises (SMEs): A 

Brazilian regional experience. African journal of business management, 6(28), 

8378-8389. 

Nyadzayo, M. W., & K.hajehzadeh, S. (2016). The antecedents of customer loyalty: A 

moderated mediation model of customer relationship management quality and 

brand image. Journal of Retailing and Consumer Services, 30, 262-270. 

O'Dwyer, M., & Ryan, E. (2000). Management development issues for 

owners/managers of micro-enterprises. Journal of European Industrial 

Training, 24(6), 345-353. 

Obeidat, B. Y., Tarhini, A., Masa'deh., R. E., & Aqqad, N. 0. (2017). The impact of 

intellectual capital on innovation via the mediating role of knowledge 

management: a structural equation modelling approach. International Journal 

of Knowledge Management Studies, 8(3-4), 273-298. 

O'Cass, A., & Weerawardena, J. (2009). Examining the role of international 

entrepreneurship, innovation and international market perfonnance in SME 

internationalization. Europeanjournal of marketing, 43(11112), 1325-1348. 

Ocker, R. J., & Mudambi, S. (2003, January). Assessing the readiness of finns for 

CRM: A literature review and research model. In System Sciences, 2003. 

Proceedings of the 36th Annual Hawaii International Conference on (pp. 1 O

pp). IEEE. 

O'Donnell, D., Tracey, M., Bo Henriksen, L., Bontis, N., Cleary, P., Kennedy, T., & 

O'Regan, P. (2006). On the "essential condition" of intellectual capital: 

labour! Journal of Intellectual Capital, 7(1), 111-128. 

OECD (2000). Final Report of Organization of Economic Corporation and 

Development. 

283 



OECD (2005). The Measurement of Scientific and Technological Activities. Oslo 

Manual. Guidelines for Collecting and Interpreting Innovation Data, 3rd ed., 

Organization for Economic Co-operation and Development Eurostat, Paris. 

OECD (2017). Enhancing the contributions of SMEs in a global and digitalized 

economy. Paris: Meeting of the OECD council at ministerial level, 7 - 8 June, 

2017. 

Ogbadu, E. E., & Usman, A. (2012). lmperatives ofcustomerrelationship management 

in Nigeria banking industry. Kuwait Chapter of the Arabian Journal of 

Business and Management Review, 2(1), 59. 

Oke, A. (2013). Linking manufacturing flexibility to innovation performance in 

manufacturing plants. International Journal of Production Economics, 143(2), 

242-247. 

Oke, A., Burke, G., & Myers, A. (2007). Innovation types and performance in growing 

UK SMEs. International Journal of Operations & Production 

Management, 27(7), 735-753. 

Oliver, C. (1997). Sustainable competitive advantage: Combining institutional and 

resource-based views. Strategic management journal, 697-713. 

Onwuegbuzie, A. J., & Daniel, L. G. (2002). A framework for reporting and 

interpreting internal consistency reliability estimates. Measurement and 

evaluation in counseling and development, 35(2), 89. 

Orantes-Jimenez, S. D., & Vazquez-Alvarez, G. (2016, January). Customer 

relationship management systemic model in Mexican small, micro and 

medium enterprises for the hotelier sector. hi Proceedings of the 59th Annual 

Meeting of the ISSS-2015 Berlin, Germany (Vol. 1, No. 1). 

Ordonez de Pablos, P. (2004). The nurture of knowledge-based resources through the 

design of an architecture of human resource management systems: implications 

for strategic management. International Journal of Technology 

Management, 27(6-7), 533-543. 

O'Regan, P.H. 1. L. I. P., O'Donnell, D. A. V. I. D., Kennedy, T., Bontis, N., & Cleary, 

P. (2001 ). Perceptions of intellectual capital: Irish evidence. Journal of Human 

Resource Costing & Accounting, 6(2), 29-38. 

Osadchy, E. A., & Akhmetshin, E. M. (2015). The intellectual capital importance and 

the role of organizations against the backdrop of a crisis: hlnovation 

vector. Social Sciences (Pakistan), 10(6), 1013-1020. 

284 



Oshri, I., Kotlarsky, J., & Gerbasi, A. (2015). Strategic innovation through 

outsourcing: the role of relational and contractual governance. The Journal of 

Strategic Information Systems, 24(3), 203-216. 

Osman, C. A., & Ngah, R. (2016). Assessing sustainable competitive advantage in 

relation with intellectual capital, knowledge management and innovativeness 

in women-owned SMEs in Malaysia. Journal of International Business, 

Economics and Entrepreneurship, 1(1), 1-15. 

O'Sullivan, D., & Dooley, L. (2008). Applying innovation. Sage publications. 

Oura, M. M., Zilber, S. N., & Lopes, E. L. (2016). Innovation capacity, international 

experience and export performance of SMEs in Brazil. International Business 

Review, 25(4), 921-932. 

Ozgener, S., & iraz, R. (2006). Customer relationship management in small-medium 

enterprises: The case of Turkish tourism industry. Tourism 

Management, 2 7( 6), 13 5 6-13 63. 

Pallant, J. (20 l 0). SPSS survival manual: A step by step guide to data analysis using 

SPSS. Maidenhead. 

Pallant, J. (2013). SPSS survival manual. McGraw-Hill Education (UK). 

Paolon.i, P., & Dwnay, J. (2015). The relational cap.ital of micro-enterprises run by 

women: the startup phase. Vine, 45(2), 172-197. 

Parida, V., Westerberg, M., & Frishammar, J. (2012). Inbound open innovation 

activities in high-tech SMEs: the impact on innovation performance. Journal 

of small business management, 50(2), 283-309. 

Park, C. H., & Kim, Y. G. (2003). A framework of dynamic CRM: linking marketing 

with information strategy. Business Process Management Journal, 9(5), 652-

671. 

Parker, D.A. (1986), "Material innovation and its impact on the development of 

components for reciprocating engines", International Journal of Materials and 

Product Technology, Vol. 1. No. I , pp. 23-49. 

Parnell, J. A, & Wright, P. (1993). Generic strategy and performance: An empirical 

test of the Miles and Snow typology. British Journal of Management, 4(1), 29-

36. 

Patalas-Maliszewska, J., & Klos, S. (2017, September). Knowledge Sharing Using 

Customer Relationship Management Systems (CRM) in NPD Processes

Research Results from Polish and German Manufacturing Companies. 

285 



In International Conference on Information Systems Architecture and 

Technology (pp. 346-354). Springer, Cham. 

Payne, A., & Frow, P. (2005). A strategic framework for customer relationship 

management. Journal of marketing, 69( 4), 167-176. 

Payne, A., & Frow, P. (2006). Customer relationship management: from strategy to 

implementation. Journal of Marketing Management, 22(1-2), 135-168. 

Pedro, E., Leitao, J., & Alves, H. (2018). Intellectual capital and perfonnance: 

Taxonomy of components and multi-dimensional analysis axes. Journal of 

Intellectual Capital, 19(2), 407-452. 

Peng, D. X., & Lai, F. (2012). Using partial least squares in operations management 

research: A practical guideline and summary of past research. Journal of 

Operations Management, 30(6), 467-480. 

Peng, T. J. A., Pike, S., & Roos, G. (2007). Intellectual capital and perfonnance 

indicators: Taiwanese healthcare sector. Journal of intellectual capital, 8(3), 

538-556. 

Penrose, E. T. (l 959). The Theory of the Growth of the Firm, 1st. 

Peppers, D., Rogers, M., & Dorf, B. (1999). Is your company ready for one-to-one 

marketing? Harvard business review, 77(1), 151-160. 

Penini, F., Russo, A., & Tencati, A. (2007) . CSR strategies of SMEs and large films. 

Evidence from Italy. Journal of business ethics, 74(3), 285-300. 

Perry, P., & Waite, K. (2017)., Fashion Tech Adoption by Micro Fashion Retailers: 

An Innovation Pipeline Analysis of Technology Transfer from Academia to 

Business. In Marketing at the Confluence between Entertainment and 

Analytics (pp. 1091-1098). Springer, Cham. 

Peteraf, M. A. (1993). The cornerstones of competitive advantage: a resource-based 

view. Strategic managementjoumal, 14(3), 179-191. 

Pettit, R. R., & Singer, R. F. (1985). Small business finance: a research 

agenda. Financial management, 47-60. 

Phusavat, K., Comepa, N., Sitko-Lutek, A., & Ooi, K . B. (2011). Interrelationships 

between intellectual capital and perfonnance: Empirical 

examination. Industrial Management & Data Systems, 11 l ( 6), 810-829. 

Piskar, F., & Faganel, A. (2009). A successful CRM implementation project in a 

service company: case study. Organizacija, 42(5), 199-208. 

286 



Plakoyiannaki, E., Tzokas, N., Dimitratos, P., & Saren, M. (2008). How critical is 

employee orientation for customer relationship management? Insights from a 

case study. Journal of Management Studies, 45(2), 268-293. 

Podsakoff, P. M., & Organ, D. W. (1986). Self-reports in organizational research: 

Problems and prospects. Journal of management, 12( 4), 531-544. 

Podsakoff, P. M., MacKenzie, S. B., & Podsakoff, N. P. (2012). Sources of method 

bias in social science research and recommendations on how to control 

it. Annual review of psychology, 63, 539-569. 

Podsakoff, P. M., MacKenzie, S. B., Lee, J. Y., & Podsakoff, N. P. (2003). Common 

method biases in behavioral research: A critical review of the literature and 

recommended remedies. Journal of applied psychology, 88(5), 879. 

PonPeriasamy, A. R., & Vijayasree, G. (2017). Data Mining Techniques for Customer 

Relationship Management. International Journal of Computer Sciences and 

Engineering, 5( 4), 120-126. 

Porter, M. E. (2011). Competitive advantage of nations: creating and sustaining 

superior performance (Vol. 2). Simon and Schuster. 

Poulios, I. (2014). Discussing strategy in heritage conservation: living heritage 

approach as an example of strategic innovation. Journal of Cultural Heritage 

Management and Sustainable Development, 4(1), 16-34. 

Pourmozafari, A., Heyrani, F., & Moeinadin, M. (2014). The Examination of 

Relationship between Intellectual Capital and Financial Performance 

According to the Modulating Role of Competitive Advantage. Journal of 

Academic Research in Accounting, Finance and Management Sciences, 4(1), 

188-200. 

Powell, A., Noble, C.H., Noble, S. M., & Han, S. (2018). Man vs machine: Relational 

and performance outcomes of technology utilization in small business CRM 

support capabilities. European Journal of Marketing, 52(314), 725-757. 

Prajogo, D. I. (2006). The relationship between innovation and business 

performance--a comparative study between manufacturing and service 

firms. Knowledge and process management, 13(3), 218-225. 

Proctor & Gamble (2008). Annual Report. Retrieved November 15, 2016 from 

http://annualreport.pg.com/PG2008Annua1Report.pdf. 

287 



Psaila, K. (2007). Constraints and opportunities for micro-enterprises in Malta. Bank 

of Valletta Review, 35, 25-38. 

Radjenovic, T., & Krstic, 8. (2017). Intellectual Capital as the Source of Competitive 

Advantage: The Resource-Based View. Facta Universitatis, Series: 

Economics and Organization, 127-137. 

Rafi.ki, A., Hidayat, S. E., & Al Abdul Razzaq, D. (2019). CRM and organizational 

performance: A survey on telecommunication companies m 

Kuwait. International Journal of Organizational Analysis, 27(1), 187-205. 

Rahimi, R. (2017). Customer relationship management (people, process and 

technology) and organisational culture m hotels: Which traits 

matter?. International Journal of Contemporary Hospitality 

Management, 29(5), 1380-1402. 

Rahimi, R., & Gunlu, E. (2016). Implementing customer relationship management 

(CRM) in hotel industry from organizational culture perspective: case of a 

chain hotel in the UK. International Journal of Contemporary Hospitality 

Management, 28(1), 89-112. 

Rahman, M. Z.", Chowdhury, P., & Sarkar, A. (2015). Successful Customer 

Relationship Management: A study on Micro, Small and Medium 

Enterprises. Splint International Journal of Professionals, 2(2), 1-12. 

Rahman, S. U. (2001). A comparative study of TQM practice and organisational 

performance of SMEs with and without ISO 9000 certification. International 

Journal of Quality & Reliability Management, 18(1), 35-49. 

Rajapathirana, R. J., & Hui, Y. (2018). Relationship between innovation capability, 

innovation type, and firm performance. Journal of Innovation & 

Knowledge, 3(1), 44-55. 

Ramadan, B. M., Dahiyat, S. E., Bontis, N., & Al-Dalahmeh, M.A. (2017). Intellectual 

capital, knowledge management and social capital within the JCT sector in 

Jordan. Journal of Intellectual Capital, 18(2), 437-462. 

Ramanathan, R., Black, A., Nath, P., & Muyldermans, L. (2010). Impact of 

environmental regulations on innovation and perfonnance in the UK industrial 

sector. Management Decision, 48(10), 1493-1513. 

Rarnezan, M. (2011). Intellectual capital and organizational organic structure in 

knowledge society: How are these concepts related?. International Journal of 

Information Management, 31(1), 88-95. 

288 



Rapp, A., Trainor, K. J., & Agnihotri, R. (2010). Performance implications of 

customer-linking capabilities: Examining the complementary role of customer 

orientation and CRM technology. Journal of Business research, 63(11), 1229-

1236. 

Ratten, V. (2014). Future research directions for collective entrepreneurship in 

developing countries: a small and medium-sized enterprise 

perspective. International Journal of Entrepreneurship and Small 

Business, 22(2), 266-274. 

Reed, K. K., Lubatkin, M., & Srinivasan, N . (2006). Proposing and testing an 

intellectual capital-based view of the firm. Journal of Management 

studies, 43(4), 867-893. 

Reinartz, W., Krafft, M., & Hoyer, W. D. (2004). The customer relationship 

management process: Its measurement and impact on performance. Journal of 

marketing research, 41(3), 293-305. 

Ren, S., Eisingerich, A. B., & Tsai, H. T. (2015). How do marketing, research and 

development capabilities, and degree of internationalization synergistically 

affect the innovation performance of small and medium-sized enterprises 

(SMEs)? A panel data study of Chinese SMEs. International Business 

Review, 24( 4), 642-651. 

Resh, W. G. (2015). Rethinking the administrative presidency: Trust, intellectual 

capital, and appointee-careerist relations in the George W. Bush 

administration. JHU Press. 

Riahi-Belkaoui, A. (2003). Intellectual capital and firm performance of US 

multinational firms: a study of the resource-based and stakeholder 

views. Journal of Intellectual capital, 4(2), 215 226. 

Rijkers, B ., Arouri, H., Freund, C., & Nucifora, A. (2014). Which fums create the most 

jobs in developing countries? Evidence from Tunisia. Labour Economics, 31, 

84-102. 

Rill, B. (2016). Resonant co-creation as an approach to strategic innovation. Journal 

of Organizational Change Management, 29(7), 1135-1152. 

Roach, D. C. (2011). The impact of product management on SME firm 

performance. Journal of Research in Marketing and Entrepreneurship, 13(1), 

85-104. 

289 



Rooney, J., & Dumay, J. (2016). Intellectual capital, calculability and 

qualculation. The British Accounting Review, 48( l ), l -16. 

Roos, G., & Roos, J. (1997). Measuring your company's intellectual 

performance. Long range planning, 30(3), 413-426. 

Roos, R. (1998). Edvinsson, and Dragonetti, Intellectual Capital. 

Roper, S., & Love, J. H. (2002). Innovation and export perfonnance: evidence from 

the UK and German manufacturing plants. Research policy, 31 (7), 1087-1102. 

Rosenbusch, N., Brinckmann, J., & Bausch, A. (2011). Is innovation always 

beneficial? A meta-analysis of the relationship between innovation and 

performance in SMEs. Journal of business Venturing, 26(4), 441-457. 

Rosman & Rosli. (2012). Small Enterprises and the Dilemma of Malay Entrepreneurs. 

Rosni, A. W. (2011). Mediating Effect of Entrepreneurial Orientation on the 

Intellectual Capital-Performance Relationship in the Malaysian Banking 

Sector (Doctoral dissertation, Universiti Utara Malaysia). 

Rugman, A. M., & Verbeke, A. (2002). Edith Penrose's contribution to the resource

based view of strategic management. Strategic management journal, 23(8), 

769-780. 

Rwnelt, R. P., & Lamb, R. (1984). Competitive strategic management. Toward a 

Strategic Theory of the Firm, 556-570. 

Ryals, L., & Knox, S. (2001). Cross-functional issues in the implementation of 

relationship marketing through customer relationship management. European 

managementjournal, 19(5), 534-542. 

Sadek, H., Youssef, A., Ghoneim, A., & Tantawy, P. (2012). Measuring the effect of 

customer relationship management (CRM) components on the non-financial 

performance of commercial banks: Egypt case. 

Salavou, H. (2002). Profitability in market-oriented SMEs: does product innovation 

matter? European journal of innovation management, 5(3), 164-171. 

Salim, I. M., & Sulaiman, M. (2011). Organizational learning, innovation and 

performance: A study of Malaysian small and mediwn sized 

enterprises. International Journal of Business and Management, 6( 12), 118. 

Salloum, C., & Ajaka, J. (2013). CRM Failure to apply optimal management 

information systems: Case of Lebanese financial sector. Arab Economic and 

Business Journal, 8(1-2), 16-20. 

290 



Salomo, S., Talke, K., & Strecker, N. (2008). Innovation field orientation and its effect 

on innovativeness and firm performance. Journal of product innovation 

management, 25(6), 560 576. 

Sameer, K., Cindy, M. and Michelle, D.D. (2006), " Comparative innovative business 

strategies of major players in cosmetic industry", Industrial Management & 

Data Systems, Vol. 106. No. 3, pp. 285-306. 

Sammut- Bonnici, T., & Paroutis, S. (2013). Developing a dominant logic of strategic 

innovation. Management Research Review, 36(10), 924-938. 

Sanchez, M. P. (2008). Pape) de los intangibles y el capital intelectual en la creaci6n 

y difusion del conocimiento en las organ.izaciones. Situacion actual y retos de 

futuro. Arbor, 184(732), 575-594. 

Sangle, P. S., & Awasthi, P. (2011). Consumer's expectations from mobile CRM 

services: a banking context. Business Process Management Journal, 17(6), 

898-918. 

Sanuri Mohd Mokhtar, S. (2013). The effects of customer focus on new product 

performance. Business Strategy Series, 14(2/3), 67-71. 

Sannaniotis, C., Assimakopoulos, C., & Papaioannou, E. (2013). Successful 

implementation of CRM m luxury hotels: determinants and 

measurements. EuroMed Journal of Business, 8(2), 134-153. 

Sarmiento, R., Beale, J., & Knowles, G. (2007). Determinants of performance amongst 

shop-floor employees: A preliminary investigation. Management Research 

News, 30(12), 915-927. 

Saunders, M. N. (2011). Research methods for business students, 5/e. Pearson 

Education India. 

Saunders, M., Lewis, P., & Thornhill, A. (2009). Research methods for business 

students. Pearson education. 

Saunila, M. (2014 ). Innovation capability for SME success: perspectives of financial 

and operational perfonnance. Journal of Advances in Management 

Research, 11(2), 163-175. 

Scafarto, V., Ricci, F., & Scafarto, F. (2016). Intellectual capital and firm performance 

in the global agribusiness industry: The moderating role of human 

capital. Journal of Intellectual Capital, 17(3), 530-552. 

Schechner, R. (2017). Performance studies: An introduction. Routledge. 

291 



Schlegelmilch, B. B., Diamantopoulos, A., & K.reuz, P. (2003). Strategic innovation: 

the construct, its drivers and its strategic outcomes. Journal of strategic 

marketing, 11(2), 117-132. 

Schneider, A., & Samkin, G. (2008). Intellectual capital reporting by the New Zealand 

local government sector. Journal of Intellectual Capital, 9(3), 456-486. 

Schoder, D., & Madeja, N. (2004). Is customer relationship management a success 

factor in electronic commerce? J. Electron. Commerce Res., 5(1), 38-53. 

Scott, W.R., & Davis, G. F. (2015). Organizations and organizing: Rational, natural 

and open systems perspectives. Routledge. 

Seashore, S. E., & Yuchtman, E. (1967). Factorial analysis of organizational 

performance. Administrative Science Quarterly, 377-395. 

Secundo, G., Dumay, J., Schiuma, G., & Passiante, G. (2016). Managing intellectual 

capital through a collective intelligence approach: An integrated framework for 

universities. Journal of Intellectual Capital, 17(2), 298-319. 

Secundo. G., Massaro, M., Dumay, J., & Bagnoli, C. (2018). Intellectual capital 

management in the fourth stage of IC research: A critical case study in 

university settings. Journal of Intellectual Capital, 19(1 ), 157-177 

Seetharaman, A., Helrni Bin Zaini Sooria, H., & Saravanan, A. S. (2002). Intellectual 

capital accounting and reporting in the knowledge economy. Journal of 

Intellectual capital, 3(2), 128-148. 

Sekaran, U., & Bougie, R. (2016). Research methods for business: A skill building 

approach. John Wiley & Sons. 

Seleim, A. A., & Khalil, 0. E. (2011). Understanding the knowledge management

intellectual capital relationship: a two-way analysis. Journal of Intellectual 

Capital, 12(4), 586-614. 

Seleim, A., & Bontis, N. (2013). National intellectual capital and econormc 

performance: empirical evidence from developing countries. Knowledge and 

Process Management, 20(3), 131-140. 

Seleim, A., Ashour, A., & Bontis, N. (2004). InteJlectual capital in Egyptian software 

firms. The Learning Organization, 11(4/5), 332-346. 

Sen, A., & Sinha, A. P. (2011 ). IT alignment strategies for customer relationship 

management. Decision Support Systems, 51(3), 609-619 

292 



Serenko, A., & Bontis, N. (2004). Meta-review of knowledge management and 

intellectual capital literature: Citation impact and research productivity 

rankings. Knowledge and process management, 11 (3 ), 185-198. 

Shafia, M.A., Mahdavi Mazdeh, M., Vahecli, M., & Pournader, M. (2011). Applying 

fuzzy balanced scorecard for evaluating the CRM performance. Industrial 

Management & Data Systems, 111 (7), 1105-1135. 

Shah, R., & Ward, P. T. (2007). Defining and developing measures of lean 

production. Journal of operations management, 25(4), 785-805. 

Shaon, S. K. I., & Rahman, H. (2015). A theoretical review of CRM effects on 

customer satisfaction and loyalty. Central European Business Review, 4(1 ), 23. 

Shaqrah, A. A. (2008). Using knowledge sharing strategies as an external structure to 

improve CRM: an empirical investigation toward a conceptual 

framework (Doctoral dissertation, The Arab Academy for Banking and 

Financial Sciences). 

Sharabati, A. A. A., Naji Jawad, S., & Bontis, N. (2010). InteJlectual capital and 

business performance in the pharmaceutical sector of Jordan. Management 

decision, 48(1), 105'~131. 

Sharma, N. (2018). Management of Innovation in Micro, Small and Mediwn 

Enterprises in the Middle East and North Africa (MENA). In Entrepreneurship 

Ecosystem in the Middle East and North Africa (MENA) (pp. 611-626). 

Springer, Cham. 

Sharma, S. (2000). Managerial interpretations and organizational context as predictors 

of corporate choice of environmental strategy. Academy of Management 

journal, 43( 4 ), 681-697. 

Sheth, J. N. (2001). Customer relationship management: emerging concepts, tools, 

and applications. Tata McGraw-Hill Education. 

Shih, K. H., Chang, C. J., & Lin, B-. (2010). Assessing knowledge creation and 

intellectual capital in banking industry. Journal of intellectual capital, 11 ( 1 ), 

74-89. 

Shum, P., Bove, L., & Auh, S. (2008). Employees' affective commitment to change: 

The key to successful CRM implementation. European journal of 

marketing, 42(11112), 1346-1371. 

293 



Sigala, M. (2018). Implementing social customer relationship management: A process 

framework and implications in tourism and hospitality. International Journal 

of Contemporary Hospitality Management, 30(7), 2698-2726. 

Simon, A., Bartle, C., Stockport, G., Smith, B., K.lobas, J. E., & Sohal, A. (2015). 

Business leaders' views on the importance of strategic and dynamic 

capabilities for successful financial and non-financial business 

performance. International Journal of Productivity and Peiformance 

Management, 64(7), 908-931 . 

Sin, L. Y., Tse, A. C., & Yim, F. H. (2005). CRM: conceptualization and scale 

development. European Journal of marketing, 39(11/12), 1264-1290. 

Singh, B., & Rao, M. K. (2016). Effect of intellectual capital on dynamic 

capabilities. Journal of Organizational Change Management, 29(2), 129-149. 

Singh, S., Sidhu, J., Joshi, M., & Kansal, M. (2016). Measuring intellectual capital 

performance of Indian banks: A public and private sector 

comparison. Managerial Finance, 42(7), 635-655. 

Sinisalo, J., Salo, J., Leppaniemi, M., & Karjaluoto, H. (2005). Initiation stage of 

mobile customer relationship management. The E-Business Review, 5, 205-9. 

Sivalogathasan, V., & Wu, X. (2015). Impact of organization motivation on 

intellectual capital and innovation capability of the textile and apparel industry 

in Sri Lanka. International Journal of Innovation Science, 7(2), 153-168. 

SkyNews (2012). Retrieved from 

https:/ /www .youtube.com/watch?v=ZW7KWVEdQOY /2012. 

Slack, N., Chambers, S., & Johnston, R. (2010). Operations management. Pearson 

education. 

Sniukas, M., Lee, P., & Morasky, M. (2016). The Art of Opportunity: How to Build 

Growth and Ventures through Strategic Innovation and Visual Thinking. John 

Wiley & Sons. 

Snow, C. C., & Hrebiniak, L. G. (1980). Strategy, distinctive competence, and 

organizational performance. Administrative Science Quarterly, 317-336. 

Soch, H., & Sandhu, H. S. (2008). Does customer relationship management activity 

affect firm performance? Global Business Review, 9(2), 189-206. 

Soderquist, K., Chanaron, J. J., & Motwani, J. (1997). Managing innovation in French 

small and medium-sized enterprises: an empirical study. Benchmarking for 

Quality Management & Technology, 4(4), 259-272. 

294 



Sok, P., & O'Cass, A. (2011). Achieving superior innovation-based performance 

outcomes m SMEs through innovation resource-capability 

complementarity. Industrial Marketing Management, 40(8), 1285-1293. 

Soltani, Z., & Navimipour, N. J. (2016). Customer relationship management 

mechanisms: A systematic review of the state of the art literature and 

recommendations for future research. Computers in Human Behavior, 61, 667-

688. 

Soto-Acosta, P., Popa, S., & Palacios-Marques, D. (2016). E-business, organizational 

innovation and finn performance in manufacturing SMEs: an empirical study 

in Spain. Technological and Economic Development of Economy, 22(6), 885-

904. 

Spector, P. E. (2006). Method variance in organizational research: truth or urban 

legend?. Organizational research methods, 9(2), 221-232. 

Sriboonlue, P., Ussahawanitichakit, P., & Raksong, S. (2015). Strategic Innovation 

Capability and Firm Sustinability: The Conceptual Framework. Business 

Studies Academy, 43. 

Srinivasan, R:: & Moorman;- C. (2005). Strategic firm commitments and rewards for 

customer relationship management in online retailing. Journal of 

Marketing, 69( 4), 193-200. 

Srivastava, R. K., Shervani, T. A., & Fahey, L. (1998). Market-based assets and 

shareholder value: A framework for analysis. Journal of marketing, 62(1), 2-

18. 

Stahle, P., & Bounfour, A. (2008). Understanding dynamics of intellectual capital of 

nations. Journal of intellectual capital, 9(2), 164-177. 

Stam, W., Arzlanian, S., & Elfring, T. (2014). Social capital of entrepreneurs and small 

firm performance: A meta-analysis of contextual and methodological 

moderators. Journal of business venturing, 29(1), 152-173. 

Steers, R. M . ( 1977). Organizational effectiveness: A behavioral view. Goodyear Pub. 

Co. 

Stefanou, C. J., Sarmaniotis, C., & Stafyla, A. (2003). CRM and customer-centric 

knowledge management: an empirical research. Business Process 

Management Journal, 9(5), 617-634. 

Stein, A., & Smith, M. (2009). CRM systems and organizational learning: An 

exploration of the relationship between CRM effectiveness and the customer 

295 



information orientation of the fum in industrial markets. Industrial Marketing 

Management, 38(2), 198-206. 

Stevens, J.P. (2012). Analysis of covariance. In Applied Multivariate Statistics for the 

Social Sciences, Fifth Edition (pp. 299-326). Routledge. 

Stevenson, T. (2011), "Sales innovation", available at: 

www.Selfgrowth.Com/Sales Innovation (accessed 22 July 2011). 

Stewart, T. (1997). A. 1997. Intellectual Capital: the New Wealth of 

Organizations. New York: Doubleday Dell Publishing Group. 

Stockdale, R., & Standing, C. (2006). A classification model to support SME e

cornmerce adoption initiatives. Journal of small business and enterprise 

development, 13(3), 381-394. 

Stuart, E.J. (2010), "channel innovation for the rest of us", Journal of Business 

Strategy, Vol. 31.No. 5, pp. 65-66. 

Subramaniam, M., & Youndt, M. A. (2005). The influence of intellectual capital on 

the types of innovative capabilities. Academy of Management journal, 48(3), 

450-463. 

Sundar, P. K., Murthy, H.N., & Yadapadithaya, P. S. (2012). CRM success factors in 

software services firm: A case study analysis. In Information and Knowledge 

Management (Vol. 2, No. 8, pp. 33-39). 

Suriati, Z. A. (2014). Innovation process, innovation outcome and firm's pe,fonnance 

in the Malaysian electrical and electronics industry (Doctoral dissertation, 

Universiti Utara Malaysia. 

Sveiby, K. E. (1997). The new organizational wealth: Managing & measuring 

knowledge-based assets. Berrett-Koehler Publishers. 

Synodinos, N. E. (2003). The "art" of questionnaire construction: some important 

considerations for manufacturing studies. Integrated manufacturing 

systems, 14(3), 221-237. 

Szekely, F. , & Strebel, H. (2013). Incremental, radical and game-changing: strategic 

innovation for sustainability. Corporate governance, 13(5), 467-481. 

Tabachnick, B. G., & Fidell, L. S. (2013). Time-Series Analysis. Using Multivariate 

Statistics, CourseSmart eTextbook. 

Tahir, N., Yousafzai, I. K., Jan, S., & Hashim, M. (2014). The Impact of Training and 

Development on Employees Performance and Productivity A case study of 

296 



United Bank Limited Peshawar City, K.PK, Pakistan. International Journal of 

Academic Research in Business and Social Sciences, 4(4), 86. 

Taie, E. S. (2014). The effect of intellectual capital management on organizational 

competitive advantage in Egyptian hospitals. International Journal of Business 

and Social Science, 5(2). 

Talke, K., Salomo, S., & Kock, A. (2011). Top management team diversity and 

strategic innovation orientation: The relationship and consequences for 

innovativeness and performance. Journal of Product Innovation 

Management, 28(6), 819-832. 

Tambunan, T. (2009). Development and some constraints of SME in Indonesia. Center 

Industrial SME Bus Compet Studies University Trisakti, 1(1), 1-9. 

Tambwe, M. A. (2015). The impact of entrepreneurship training on micro and small 

enterprises' (MSEs) Performance in Tanzania: the case of food vendors in ilala 

district Dar Es Salaam. 

Taticchi, P., Tonelli, F., & Cagnazzo, L. (2010). Performance measurement and 

management: a literature review and a research agenda. Measuring business 

excellence, 14(1), 4-18. 

Teece, D. J. (2010). Business models, business strategy and innovation. Long range 

planning, 43(2-3), 172-194. 

Terziovsk.i,, M. (2010). Innovation practice and its performance implications in small 

and medium enterprises (SMEs) in the manufacturing sector: a resource-based 

view. Strategic Management Journal, 31(8), 892-902. 

The economic environment and the SME (2005); 6th Annual Report of the European 

Small Business Observatory (15th April 2005.). 

Thomas, A. S., & Ramaswamy, K. (1996). Matching managers to strategy: further tests 

of the Miles and Snow typology. British Journal of Management, 7(3), 247-

261. 

Thornhill, S. (2006). Knowledge, innovation and finn performance in high-and low

technology regimes. Journal of business ventun·ng, 21 ( 5), 687-703. 

Todman, C. (2000). Designing a data warehouse: supporting customer relationship 

management. Prentice Hall PTR. 

Tovstiga, G., & Tulugurova, E. (2007). Intellectual capital practices and performance 

in Russian enterprises. Journal of Intellectual Capital, 8(4), 695-707. 

297 



Trevinyo-Rodriguez, R. N., & Bontis, N. (2007). The role of intellectual capital in 

Mexican family-based businesses: understanding their soul, brain and 

heart. Journal of Information & Knowledge Management, 6(03), 189-200. 

Tseng, C. Y., & James Goo, Y. J. (2005). Intellectual capital and corporate value in an 

emerging economy: empirical study of Taiwanese manufacturers. R&D 

Management, 35(2), l 87-201. 

Tseng, S. M ., & Wu, P.H. (2014). The impact of customer knowledge and customer 

relationship management on service quality. International journal of quality 

and service sciences, 6(1), 77-96. 

Tu, C., Hwang, S. N., & Wong, J. Y. (2014). How does cooperation affect innovation 

in micro-enterprises?. Management Decision, 52(8), 1390-1409. 

Tybout, J. R. (2000). Manufacturing firms in developing countries: How well do they 

do, and why? Journal of Economic literature, 38(1), 11-44. 

Ulrich, D. (I 998). Intellectual capital= competence x commitment. Sloan management 

review, 39(2), 15. 

US AID (2009). USAID/Y emen econonuc growth strategy options review. 

USAID/EGAT/EC. 

Valmohammadi, C. (2011). The impact ofTQM implementation on the organizational 

performance of Iranian manufacturing SMEs. The TQM Journal, 23(5), 496-

509. 

Valmohammadi, C. (2017). Customer relationship management: Innovation and 

performance. International Journal of Innovation Science, 9(4), 374-395. 

Van Teijlingen, E. R., & Hundley, V. (2001). The importance of pilot studies. 

Vandermerwe, S. (2004). Achieving deep customer focus. MIT Sloan Management 

Review, 45(3), 26. 

Vella, J., & Caruana, A. (2012). Encouraging CRM systems usage: a study among 

bank managers. Management Research Review, 35(2), 121-133 

Vella, J., & Caruana, A. (2012). Encouraging CRM systems usage: a study among 

bank managers. Management Research Review, 35(2), 121-133. 

Yell~ J., Caruana, A., & Pitt, L. F. (2012). The effect of behavioural activation and 

inhibition on CRM adoption. International Journal of Bank Marketing, 30(1 ), 

43-59. 

298 



Venkatraman, N., & Ramanujam, V. (1986). Measurement of business performance in 

strategy research: A comparison of approaches. Academy of management 

review, 11(4), 801-814. 

Venturini, W. T., & Benito, 6. G. (2015). CRM software success: a proposed 

performance measurement scale. Journal of Knowledge Management, 19(4), 

856-875. 

Venugopal, D., & Subha, M. V. (2012). Intellectual capital and value creation 

efficiency-An empirical investigation into the intellectual capital and financial 

performance of Indian software industry. European Journal of Social 

Sciences, 33(1), 119-132. 

Verbano, C., & Crema, M. (2016). Linking technology innovation strategy, intellectual 

capital and technology innovation performance in manufacturing 

SMEs. Technology analysis & strategic management, 28(5), 524-540. 

Vishnu, S., & Kumar Gupta, V. (2014). Intellectual capital and performance of 

pharmaceutical firms in India. Journal of Intellectual Capital, 15( l ), 83-99. 

Von Rippel, E. (2005). Democratizing innovation: The evolving phenomenon of user 

innovation. Journal for Betriebswirtschaft, 55(1 ), 63-78. 

Voorhees, C. M., Brady, M. K., Calantone, R., & Ramirez, E. (2016). Discriminant 

validity testing in marketing: an analysis, causes for concern, and proposed 

remedies. Journal of the Academy of Marketing Science, 44(1), 119-134. 

Vorhies, D. W., Orr, L. M., & Bush, V. D. (2011). Improving customer-focused 

marketing capabilities and firm financial performance via marketing 

exploration and exploitation. Journal of the Academy of Marketing 

Science, 39(5), 736-756. 

Wahyuningtyas, R., Astuti, Y., & Anggadwita, G. (2018). Identification of intellectual 

capital (IC) within micro-, small-and medium-sized enterprises (MSMEs): a 

case study of Cibuntu Tofu Industrial Center m Bandung, 

Indonesia. International Journal of Learning and Intellectual Capital, 15(1 ), 

51-64. 

Walker, R. M. (2004). Innovation and organizational performance: Evidence and a 

research agenda. 

299 



Wan Hooi, L., & Sing Ngui, K. (2014). Enhancing organizational performance of 

Malaysian SMEs: The role of HRM and organizational learning 

capability. International Journal of Manpower, 35(7), 973-995. 

Wang, W. Y., & Chang, C. (2005). Intellectual capital and performance in causal 

models: Evidence from the information technology .industry 111 

Taiwan. Journal of intellectual capital, 6(2), 222-236. 

Wang, Y. (2016). What are the biggest obstacles to growth of SMEs in developing 

countries?-An empirical evidence from an enterprise survey. Borsa Istanbul 

Review, 16(3), 167-176. 

Wang, Y., & Feng, H. (2012). Customer relationship management capabilities: 

Measurement, antecedents and consequences. Management Decision, 50(1), 

115-129. 

Wang, Z., Wang, N., & Liang, H. (2014). Knowledge sharing, intellectual capital and 

firm performance. Management decision, 52(2), 230-258. 

Wang, Z., Wang, N., Cao, J., & Ye, X. (2016). The impact of intellectual capital

knowledge management strategy fit on firm performance. Management 

Decision, 54(8), l 8'61-18S5: 

Waseem, B., Loo-See, B"., Adeel, A, & Riaz, A (2018). Impact of intellectual capital 

on innovation capability and organizational perfo1mance: An empirical 

investigation. Serbian Journal of Management, 13(2), 365-379. 

Watson, G. H. (2003). Customer focus and competitiveness. Six sigma and related 

studies in the quality disciplines, 59-66. 

Weerawardena, J., O'Cass, A., & Julian, C. (2006). Does industry matter? Examining 

the role of industry structure and organizational learning in innovation and 

brand performance. Journal of business research, 59(1), 37-45. 

Wei Kiong Ting, I ., & Hooi Lean, H. (2009). Intellectual capital performance of 

financial institutions in Malaysia. Journal of Intellectual capital, 10(4), 588-

599. 

Wennekers, S., Van Wennekers, A., Thurik, R., & Reynolds, P. (2005). Nascent 

entrepreneurship and the level of economic development. Small business 

economics, 24(3), 293-309. 

Wemerfelt, B. (1984). A resource-based view of the firm. Strategic management 

journal, 5(2), 171-180. 

300 



West, S. G., Finch, J. F., & Curran, P. J. (1995). Structural equation models with 

nonnonnal variables: Problems and remedies. 

White, T. L., & McBurney, D. H. (2012). Research methods. Cengage Learning. 

Wiersma, W. (1985). Research methods in education: An introduction (No. LB 1028. 

W53 1985). 

Wilden, R., Gudergan, S. P., Nielsen, B. B., & Lings, I. (2013). Dynamic capabilities 

and performance: strategy, structure and environment. Long Range 

Planning, 46(1-2), 72-96. 

Williamson, 0. E. (1975). Markets and hierarchies. New York, 2630. 

Wongsansukcharoen, J., Trimetsoontorn, J., & Fongsuwan, W. (2015). Social CRM, 

RMO and business strategies affecting banking performance effectiveness in 

B2B context. Journal of Business & Industrial Marketing, 30(6), 742-760. 

World Bank ( 1999) Knowledge for Development. Oxford University Press: New York. 

World Bank (2015) Jobs and Privilege: Unleashing the Employment potential of the 

Middle East and North Afn·ca, the World Bank. 

World Bank (2015). The republic of Yemen: Unlocking the potential for economic 

growth. World B'ank Reports No. 102151-YE. 

World Bank (2017). Infonnation from http://www.worldbank.org/en/country/yemen. 

World Bank. (2016). Wahington, D.C. U.S.A. Retrieved from 

http://www.worldbank.org. 

World Bank/IFC (2010). Micro, small and medium enterpn·ses around the world: How 

many are there, and what affect count?. 

Wright, P. M., Dunford, B. B., & Snell, S. A (2001). Human resources and the 

resource based view of the firm. Journal of management, 27(6), 701-721. 

Wu, J., Wang, C., Hong, J., Piperopoulos, P., & Zhuo, S. (2016). Internationalization 

and innovation performance of emerging market enterprises: The role of host

country institutional development. Journal of World Business, 51(2), 251-263. 

Wu, S. I., & Lu, C. L. (2012). The relationship between CRM, RM, and business 

performance: A study of the hotel industry in Taiwan. International Journal 

of Hospitality Management, 31(1), 276-285. 

Wynarczyk, P ., Watson, R., Storey, D. J., Short, H., & Keasey, K. (2016). Managerial 

labour markets in small and medium-sized enterprises. Routledge. 

301 



Xiaohong, C., & Jingsheng, L. (2009). An empirical study on the relationship 

beteween SME performance and intellectual capital [ J]. Science Research 

Management, 1,012. 

Xu, M., & Walton, J. (2005). Gaining customer knowledge through analytical 

CRM. Industrial management & data systems, 105(7), 955-971. 

Xu, Y. (2011). The impact of strategic innovation on profitability and growth in the 

Chinese cosmetic industry (Doctoral dissertation, Multimedia University 

(Malaysia). 

Xu, Y., Yen, D. C., Lin, B., & Chou, D. C. (2002). Adopting customer relationship 

management technology. Industrial management & data systems, 102(8), 442-

452. 

Yalama, A., & Coskun, M. (2007). Intellectual capital performance of quoted banks 

on the Istanbul stock exchange market. Journal of Intellectual capital, 8(2), 

256-271. 

Yamin, S., Gunasekaran, A., & Mavondo, F. T. (1999). Innovation index and its 

implications on organisational performance: a study of Australian 

manufacturing companies. International Journal of Technology 

Management, 17(5), 495-503. 

Yamin, S., Mavondo, F., Gunasekaran, A., & Sarros, J. C. (1997). A study of 

competitive strategy, organisational innovation and organisational 

performance among Australian manufacturing companies. International 

Journal of Production Economics, 52(1-2), 161-172. 

Yang, X. (2014). Different choice of strategic innovation among companies in China 

market. Journal of Science and Technology Policy Management, 5(2), 106-

121. 

Yang, X., Jayashree, S., & Marthandan, G. (2012). Ideal types of strategic innovation 

an exploratory study of Chinese cosmetic industry. International Journal of 

Business and Management, 7(17), 78. 

Yeboah-Boateng, E. 0., & Essandoh, K. A. (2014). Factors influencing the adoption 

of cloud computing by small and medium enterprises in developing 

economies. International Journal of Emerging Science and Engineering, 2( 4), 

13-20. 

Yemen Today (2014). Retrieved from 

https://www.youtube.com/watch ?v=yCvZ6Tlbv J s /2014. 

302 



Yew Wong, K., & Aspinwall, E. (2004). Characterizing knowledge management in 

the small business environment. Journal of Knowledge management, 8(3), 44-

61. 

YMIT (2014). General report of the result of the comprehensive industrial survey 

2010. Yemen Ministry of trade and industry. 

Youndt, M. A. (I 998). Human Resource Management System, Intellectual Capital and 

Organizational Performance. Pennsylvania State University. Journal of 

Management, 20, 135-139. 

Youndt, M. A., & Snell, S. A. (2004). Human resource configurations, intellectual 

capital, and organizational performance. Journal of managerial issues, 337-

360. 

Yu, Y., & Huo, B. (2017). The impact of relational capital on supplier quality 

integration and operational performance. Total Quality Management & 

Business Excellence, 1-20. 

Yueh, C. L., Lee, Y., & Barnes, F. B. (2010). The effects of leadership styles on 

knowledge-based customer relationship management implementation. 

International journal of management and marketing research, 3(1 ), 1-19. 

Zablah, A. R., Bellenger, D. N., & Johnston, W. J. (2004). An evaluation of divergent 

perspectives on customer relationship management: Towards a common 

understanding of an emerging phenomenon. Indu.stn·al marketing 

management, 33(6), 475-489. 

Zafar, H., Hafeez, M. H., & Shariff, M. N. M. (2015, August). Mediating Impact of 

Innovation on Relationship between Market Orientation, Organizational 

Learning, Organizational Culture and Organizational Performance. In 7th 

Kuala Lumpur International Business, Economics and Law Conference at 

Kuala Lumpur, Malaysia on (pp. 15-16). 

Zahari, A. B. (2015). The moderating effect of information technology capability on 

the relationship between business continuity management factors and 

organizational performance (Doctoral dissertation, Universiti Utara 

Malaysia). 

Zambon, S. (2017). Intangibles and intellectual capital: an overview of the reporting 

issues and some measurement models. In The economic importance of 

intangible assets (pp. 165-196). Routledge. 

303 



Zeghal, D., & Maaloul, A. (2010). Analysing value added as an indicator of intellectual 

capital and its consequences on company performance. Journal of Intellectual 

capital, 11(1), 39-60. 

Zeng, S. X., Xie, X. M ., & Tam, C. M. (2010). Relationship between cooperation 

networks and innovation performance of SMEs. Tech novation, 30(3), 181-

194. 

Zerenler, M., Hasiloglu, S. B., & Sezgin, M. (2008). Intellectual capital and innovation 

performance: empirical evidence in the Turkish automotive supplier. Journal 

of technology management & innovation, 3( 4), 31-40. 

Zheng, C., O'Neill, G., & Morrison, M. (2009). Enhancing Chinese SME performance 

through innovative HR practices. Personnel Review, 38(2), 175-194. 

Zhou, L., Wu, W. P., & Luo, X. (2007). Internationalization and the performance of 

born-global SMEs: the mediating role of social networks. Journal of 

international business studies, 38(4), 673-690. 

Zikmund, W. G. (2003). Business research methods 7th ed., Thomson/South-Western. 

Zikmund, W. G., Babin, B. J., Carr, J. C., & Griffin, M. (2013). Business research 

methods. Cengage Learning. 

304 



Appendix A: 

Questionnaire 

COVER LETTER 

; Jtrt 

"'f.?'° ~ ~ilJI .ull .IA.-~ ,41iS'.r'J .ull 4u-..i, ~ r')\...Jt 
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COVER LETTER 

DEAR PARTICIPANTS, 

I am a Doctor of Philosophy (Management) candidate at College of Business, 

Un.iversiti Utara Malaysia, in Malaysia. In this program, all candidates are required to 

undertake a research thesis that examines a significant issue/problem relating to a field 

of Management. The issue I am investigating is the "Strategic Innovation, Customer 

Relationship Management and the Performance of SMEs in Yemen: The Moderating 

Role of Intellectual Capital". The questionnaire of this survey should be fil led out by 

owners of SMEs manufacturing firms of Yemen. Completion of the swvey is 

voluntary and you may withdraw at any time without any consequence. Data collected 

will be anonymous, strictly confidential and will be kept in a secure place. If you are 

willing to participate, please read the questionnaire carefully and answer all questions 

to the best of your knowledge. If you would like to receive a summary of the research 

results when it is available, please send me a request to the address given below. 

Kind Regards, 

Nagwan Abdulwahab Mohammed 

College of Business 

Universiti Utara Malaysia, Sintok, Malaysia 

Email: nagwana1qershi@yahoo.com 

Supervisor I: Prof. Dr. Zakaria Bin Ahas 
Supervisor II: Prof. Dr. Sany Sanuri Mohammed Mukhtar 
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QUESTIONNAIRE 

Please note that your responses are anonymous and confidential and will be used by 

the researcher only for the purposes of research. There are no rights or wrong answers. 

Please answer all questions to the best of your knowledge. 

Section A: Demographic lnformation(~1,f~~1) uL.._,...JI :I r:,...ill 

A. Personal Characteristics of the Respondent· :n i,,. .ll ~1 ..::.L....JI .J ..::.t.._,lwl 

1. Age Range~\: _________ _ 

D Less than 26 JJ.... 26 u-- Jii 

D 31 to 35 years JJ.....35 u-11 31 0--

D 26 to 30 years JJ.... 30 u-11 26 0-

D above 3 5 years JJ.... 3 5 04 .fi.l 

2. Your positio~_,11 ~ 1: _____ ___ _______ _ 

3. Number or years working experience •~I ul_,i.., ..uc: 

D Less than 5 years ul_,i.., 5 0-- Jsl D Between 5 and 10 years ~ L»! 

D Between 10 and 20 years JJ.... 0_,_fa J y!ic. L»! D Above 20 years fol 

i...u:. 0_,~ 0-

4. GenderLJ->L4J1 

D Male_;S.~ D Femal~I 

5. Educatio~l (Sji.u..JI 

D School certificat~ .J.lA o..i4,..;. 

D DegreeU" .J:U YlS./ 

D 0thersLSyJ 

B: COMPANY PROFILE4..Sy!.ll uu~ 

D Dip lorn~ ~..i 

[] Postgraduate Degree 4k, uL...I.J..i 

Please ticks (✓) the most appropriate represent your organization~ •_}.~1 ~_, "~JI 

~Ji-":!~ _J~ J.,...il uk,: 

of company ~ ytll 

2. The number of employees in the organization~.,..JI ..i.ll:.: 

D From 1 to 4 employees ~..,.-4 u-111 0-

D From 5 to 9 employees~ _..,.,.9 ~I 5 0--

3. Type of organization°L!.W1 t~: 
D Small • ~ 
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Note: The following statement assess the performance of the finns. You are required 

to rate your organization in the last 3 Years. Please indicate your extent on perceived 

performance to the statement based on the scale provided: 

The following scale is applied for all statements: 

tJ'J ~~}I ,~WI .;Jl_,-.... h -!.i'.)\!11 J~ ~y ~l.)i ~ ~ ly.) ,i.5"_,.:JI ~\.)i ~ ~l::l\ U:...,'i\ :~')\.. 

:~l:...11 ti.,JI ,)s, o;I,.!.! 

- :.;.,~~I ~ Js, Jt:ll ..... ~\ J.,1,,; f! 

1 

Much Lower 

2 

Lower 

3 

Constant 

Section B: Performancei,l.l)II 

No. Performance 

1 Return on Investment._,l....t... \II ~~ 

2 Sales Volume. w~I ~ 

3 Market Share.~ _,...!I ~I 

4 Sales Growth.w~l _,...3 

5 Innovative Products.• .fi:i..:i.. ..:.,~ 

6 Profitability Growth.~)\ ~ 

7 Cash Flow.i)WI tY.lill 

8 New Product Development. u~ y,_,h:i -~ 
9 Research and Development Activates. 

c.:., -.,,..;\\ _,k:;11 ~\ . j Y-

10 Cost Reduction Program. ~ ~1.Y. 

wS:ill 

ML 

4 

Higher 

L 

~ ~ 

i.i;,. 

1 2 

1 2 

1 2 

1 2 

I 2 

1 2 

1 2 

I 2 

1 2 

1 2 

5 

Much Higher 

C H MB 

LI!lJ Jtr. ~ 
i.i;,. 

3 4 5 

3 4 5 

3 4 5 

3 4 5 

3 4 5 

3 4 5 

3 4 5 

3 4 5 

3 4 5 

3 4 5 

Note: Please indicate (by ticking the appropriate box) the extent to which you agree or 

disagree with each of the statements from captions "Strategic innovation, Customer 

Relationship Management, performance and Intellectual Capital". 

The following scale is applied for all statements: 
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1 

;~~1• c)'.J\.a.ll j.LI ii;,5'.WI ..:;.,\,i~I Js, ( ~\.:.JI e:1.rJI Js, t.-;J,s, ~J! ) ii},.!.\ ~j ►\:o:-)1 :~~ 

. "'-'__,5JJI JWI v"!_i, ,►')\..,JI ..:;.,u-;J,s, o;l;,lJ ,~!?~I 

- :~ll~I e:;:--. JI r. ~I JJ.l,:JI 

2 3 4 5 

Section C: Intellectual Capita(,f .fa.ll Jl.JI <->"i.J 

No. Human Capital(,fAI JWI L>"\.J SD D N A SA 

y,c Y.J:- .h...fa ~,_,.., ~,_,.., 
~I_,.., ~I_,.., ~~ 

b~ 

1 The competence of the organization's 1 2 3 4 5 

employees as a whole lS optimal 

(matching their work requirements and 

responsibilities). 
(~)'I (5_ji....JI lj .J.~ JSS ~ ~ _,.., o> uS 0) 

l"fJ-y.1..,_,......., rt1= w4lb:i.. c" y....U:i,! ~ 

2 Our organization gets the most out of its 1 2 3 4 5 

employees when they cooperate with one 

another in team tasks. 
L.~ ~.,.. LY' o.}lli...\ ~i .}<,-~ t.u...hi.. 

..b..1_,JI c.J:l_;ill i-4---~~I~ t"' 1_,.i_,k:i,! 

3 Our organization's employees undergo 1 2 3 4 5 

continuous training programmes every 

year. 
JS , , ~ , ly,l . . . ~ _,.J; o..,..,....... ,.:U1'~ . u~ _,.., 

.("le. 

4 Our organization's employees 1 2 3 4 5 

continuously learn from others. 
· · ~I · I , u · ~ ~ p ,IJ:!..? (.)-0 _) ~ . (..) , _,.., 

5 The company devotes a lot of time and I 2 3 4 5 
effort to updating and developing 

employees' knowledge and skills. 
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w,i~ ~IJ .:,;_,11 0-- pl ~y!JI <.Y'fo 

/'+'I ..>1+-J l):!ill _,.JI w )..-... Y-# J 

6 Our organization's market share has been 1 2 3 4 5 

improving over the past few years. 
ul_,...,Jl 0~ ~ u..>_,hj \_ill;y!.\ ~_,..JI ~I 

~Wl¼lill 

7 Our organization's employees are experts I 2 3 4 5 

in their respective areas. 
~GJI ('+'~ ~ ~ly;i,. ~ ~ _,il..,,. 

8 Our organization's employees generally 1 2 3 4 5 

give it their all, which makes the company 
different from others in the industry. 

'ii ' L., JS ~ ~ L., ~ _,il. ..)A ~Y. - _JAC, .,,. 

· ~I ul.S y!.\I · ~ ~ ~I ~ ill t.S..? <..P . - Lf 

9 Our organization's staff are highly 1 2 3 4 5 
professional. 

Uk.UI • I ~~~ - , J=J .,,. 

No. Rehtti:on·Capital~I J\.JI <.>"I..> SD D N A SA 

yj:- yj:- ..6....fa J91.r J91.r 

~I_,,. ~ly 0~ 

0~ 

I Our organization is currently working on 1 2 3 4 5 
joint projects with many other 

organizations. 
~I ~ - • L.;:.... u-k, l.ib ~ J....,..:i - ~ Y'-"-"(j.J -

tS_;a..'il ..:.it..J;.Wi 0--

2 Our organization has diverse distribution 1 2 3 4 5 

channels. 
.:u:. fo t;;JY ..::..1_,.; ~ t.S~ 

3 A high ratio of the organization's business 1 2 3 4 5 

is done with strategic alliances. 
wl..ib:ill 4-.J;.W\ Jt..,c.i · ~ ~ --~ V"- -~ 

~y;,j"il_fa,.,.)11 
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4 People from outside the organization are 1 2 3 4 5 
consulted when decisions are made within 

the company. 
- L... ~\ \..;,. .. -~,- ~,. M = C:::.J L.>-4 u.!Y"- • .J M 

~ y!JI J;.l.:i wl)jil\ ~WI 

5 Our organization prides itself on being l 2 3 4 5 
partnership oriented. 

~1~ - ~L ~ . -·· i.r""" . _?-ili 

6 Our organization has greatly reduced the l 2 3 4 5 
time it takes to resolve a customer's 

problem . 
.__; ·• ~\d.,llY-f.~u-11 ~~ ~'-i -· . 

"~' JSL.;.. J:J 

7 It is important for the company to share I 2 3 4 5 
know ledge with its partners. 

o ~I ~ y.,JI Jllw · 1 l.:ii....hW ~I · t:" . J . (..) L.)-4 

4-'.its • . y,, 

8 Our organization gets feedback from 1 2 3 4 5 
customers under different circumstances. 
~ .,)l-.11 L>-" o.l'..WI .:iJ.:i)I ~ ~ ~ 

~luJ_);.JIJl;, 

9 Our organization has relatively complete 1 2 3 4 5 
data about the suppliers. 

· _,.JI · Lu.....; U..ts wuu.i 4-:!J ~ .U;!.:l.) <.JC- -· .. • 

10 Our organization continually meets 1 2 3 4 5 
customers to find out what they want. 
~ ~ y.,J )l-.11 ' - l, ~ - -co+J . " t;" .J~. ~ 

No. Structure Capital~' J\..JI l.>"i.J SD D N A SA 

y,i:, y,i:, .h...fa ~,..,... ~,.,.. 
~,.,.. ~I_,.. 0~ 

b~ 

1 Our organization has a well- developed 1 2 3 4 5 
reward system related to performance. 
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2 Our organization supports employees 1 
constantly, by upgrading their skills 
whenever necessary. 

t}.) J)l;.. 0-- ')Y,:...-4 ~.,.. Ll:i..,b ~.l:i 

3 Employees have sufficient influence over 1 
decisions made within in the organization. 

~b a~I wlJjill uk ulS. .»>'i:i ~ ..,.Jl 

4 Our organization continuously develops 1 
work processes. 

J-,ll ..::.i\..J...c, .. L~ l~ . I . " I - l, ~ . . Y...r-ur..s-- (..)A'U.)~. 

5 Our organization continuously develops 1 
and re- organizes itself based on research 
and development. 

L>"L...i ~ \~·•ii 1,l;i,J )~4 .)__,.b.:i ~ 

6 The systems and procedures of our 1 
organization support innovation . 

.J~'jl ~.l:i Ll:i..J;.l.. wl...4,-, J ;i...J;.jj 

7 Our organization determines an 1 
appropriate and adequate budget for 
research and development. 
~~~I W)LJl~1' ··11 --~ . - .., - ~~ 

Section D: Strategic Innovation~l_ji,...)'1.J~'/1 

No. Strategic Innovation 
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SD 

y,i;-

~1.,.. 

~~ 

2 3 4 5 

2 3 4 5 

2 3 4 5 

2 3 4 5 

2 3 4 5 

2 3 4 5 

D N A SA 

y,i;- .l.....fa ~1.,.. ~1.JA 

~I.JA 0~ 



1 Our organization always makes new 1 2 3 4 5 

products, or upgrade old products to meet 

consumer demands. 
w~I ~ _.,i ••~~ ~ ~ W\.) ~ 

-~' wt,.lk ~ ½.ll.11 

2 Our organization already uses new 1 2 3 4 5 

designs for branding and entire product 

categories to show the inner spirit and 
unique culture of the enterprise. 
~\ . o.i.>.):,. t.....:i J.jjt., l..fuhi.. ~ <.Y' .. r¥' . ?' 

CJ.JI _)41:, 'I ~\£ ,.::.A~:ii.JI wU, •• ,.'·-;_., ~~I 

~ o.i.> _)11 ~Lilli U:..\.ill . - J -

3 Our organization already centres research 1 2 3 4 5 
and development to revise product 
technology and product range. 

_,k:ill ~ljS ~~~ Y- J . _)A . J 

~l...li\6. J ..::..t.;.;il.Jl'y.;,._,l~ ~lyJ 

, .. ::.A~:ii.JI 

4 Our organization already develops 1 2 3 4 5 
incorporates a financial system in order to 
improve operational efficiency and reduce 
the costs and risk. 
· ',.5, ytll t)Wl \.WI ..,_b'.4 ~w ~ ..::..,....U <.Y' . /> Y- . . 

_;bl..:;...JI c...i.JtS:ill ~ ~Io llill · • tk.i J - - J .. I' ~. 

5 Our organization makes improvements in 1 2 3 4 5 
the quality of some materials. 
~ -'..J..iWI wti.-11 · · • ~ ..:..,....ts - ~ ~ 

..::..~I 

6 Our organization has already found new I 2 3 4 5 

ways to deliver products that customers 

already use and appreciate, like direct 
sales, online store sales, supermarket 
sales, etc. 
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J! ~I w~I ~ •~ 1.5__;.b ~ u~.J 

0-'.._;.b uc, ~I ~ lA ~I.J i,.)\...,JI ~I 

~ ~\ _,I ~~I _,I w)b..JI _Y.C- ~I _, u.i fa~\ 

,lAy,c .J L..J.5..JL:. y_,...11 

7 Our organization already develops new 1 2 3 4 5 

marketing methods and ideas and ways of 

advertising, public relations, promotions, 

and pricing policy. 
~ o.l.l.l.,:,,. '-.ill - ~.._;.b ~ ~..:.., .,1, -· --~ . .) 

~WI ..:.iu)I..J\.J 0)k. '/I J__;.b.J o~\ )SJ'}\ 

~I 4.....,4'-,J ~.JYI.J 

8 Our organization has increased the use of l 2 3 4 5 

high technology for transformation and 

flow of goods for internal efficiency, from 

the production stage to the end user. 
,~1. J;~ ~\. 4,;,._,l~I 0-> ~ w.llj 

~l w~I ~>" 0-> "-,!hl.lll •~~\ ~.li.J 

· -~\ · " JI lE L):!,-'l::, l ,._ 

9 Our organization has already increased I 2 3 4 5 

the use of high technology for 

transformation and flow of goods for 
external efficiency, from the production 
stage to the end user. 

,tLJI <.1p:;I UWI Lu._,l_,.;s:;l! · ~ w.ll · 
- - - . ()A .) 

~! w~I ..,.h ..Y' <>" ~ ) . .:JI oi,.~I ~.li _, 

· '4ill · .. ll L)#J (.)¾4 l::> , .. ,4. 

10 Our organization improves new customer I 2 3 4 5 

interaction channels, distribution systems 
or technological concepts based on some 

technological or systematic method. 
· Jc.li:ill ul ·· · -~ J,.,...:; ~ ~ (.)¾! ys ~ . 

c.,r-_,l yS:il I e-~I .JI t,ij_,:;ll i"l..1..i _, i .l.i.;J I i,. )L.,J I 
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0fall JI ~.,lfo'.ill J_;hll ~ uk ~WI 

-~' 

ll Our organization uses some methods to 1 2 3 4 5 

acquire goods or services at the best 
possible total cost. 

uk J~ j__>hll ~ ~ ui.J;i. e~ 

~ ~ J..;:Jti w\....l:,...\\ ) t1,-JI 

12 Our organization already tries methods of 1 2 3 4 5 

advanced technology. 
~i uk J~I ~ ~ wl Jb. 

~I y.,.. y fo:i\l 

Section E: Customer Relationship Management:Jy.jll :i.D-c. •J.>l 

No. Key Customers Focus~jll uk jfo _jill SD D N A SA 

fa. fa. .bfa ~,_.,... ~ly, 
~,..,... ~,..,... 0~ 

0~ 

1 Through on-going dialogue, we work with 1 2 3 4 5 

individual key customers to customize our 
offerings. 

t-4 J-_; ,ui)l.c t:'" ~I _;ly.}I J)U. u--

~ ~ . . )\ )L..JI . J.JC -- ~ I'-

2 Our organization provides customized 1 2 3 4 5 

services and products to our key 
customers. 

W)L..J 4 . o o;, • c:.4,.fu J wl..~ ~ .) y 

. ' )\ -~ 
3 Our organization makes an effort to find 1 2 3 4 5 

out what our key customers need. 
ui)w;. <bli:,.., \... ~ ~ l.l ui.J;i. ~ . - ~ . 

. ' )\ c...)~ 
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4 When my organization finds that 1 

customers would like a product to be 
modified, the departments involved make 
coordinated efforts to do so. 

-· . I. - . • . ~, • i ~ - \..cujc. 
~ U;!~ <,r U*.Y-.. U ~ 

2 

No. CRM Organization0y,jll ~ •.Jb) ~ SD D 

1 

2 

3 

4 

Our organization has the sales and 1 
marketing expertise and resources to 

succeed in CRM . 
.l I . -11 - . ~i, ..:..k.u.JI . _j • . -~ l\ I. d ~ ..) .Y"' ., 0;1..,...... J -· ~ . ~ ~ 

Our employee training programmes are 1 
designed to develop the skills required for 
acquiring and deepening customer 
relationships. 
ul_;\+-JI y.._,b:il ~ 0,!il-_,JI '-:-':!fa ~\y 

Our organization has established clear 1 
business goals related to customer 
acquisition, development, retention, and 
reactivation. 
yl.....:iS\.i ~ ~ I_, J-= ul.ll\i ~ ua.....:.J 

Employee performance is measured and 1 
rewarded based on meeting customer 
needs and on successfully serving the 
customer. 
wb.Lii=-.I ~ 1- "\.i., · .. : 1~ -'I .. 1:il .~tS... Ll -. - -· ~ - ~.Y"' JL>"- r":-
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3 4 5 
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5 Our organizational structure is accurately 1 
designed around our customers. 

li'.,)L..c . ~ .:U.iJ - 't:. :~11 ~ - -~ - .c.,r:-- - ~~ 

2 

No. Knowledge management~y.JI o_Jbl SD D 

1 

2 

3 

4 

Our organization's employees are willing 1 
to help customers in a responsive manner. 
4-ii .L. ~I o.le-W · .\9,.~~ Ui.J:u.. ;,t:. · \ ,..)"""'"/ s:- (.)..,-- i.,--.,,. u. 

Our organization fully understands the 1 
needs of our key customers via knowledge 
learning. 

· ')l \.wlAC wl..:..ui:.I I....L.:i .• ~ ? ~ . - ~ 

Our organization provides channels to 1 
enable on-going, two-way communication 
with our key customers. 

~ ~l J,-ljill ~ wljis ~ .) y 

· ' l\ U:,)L..c ·,,._WI 
-~ ...>' t-" u;:- • 

Customers can expect prompt service 1 
from employees. 

-~ _,.JI 0-- ~_..,..... ~~ c}y s:-)1....,Jl ~ 

2 

2 

2 

2 

No. Technology-based CRM ~4jll .:U~ o_Jl.l) SD D 

1 Our organization has the competent 1 
technical personnel to provide technical 
support for the utilization of computer 
technology 111 building customer 
relationships. 
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~I ..i.ll ~ ~14....uill 1_,sjl 4-,i.ll Ll:i...1.:.1. ~ - - y -

~ )l.u.ll wli~ ~u.. . -~I 6.. _,1 ~ l.lii... Y . . i,rY -· -· ? 

2 Our organization has the right software to I 2 3 4 5 

serve our customers . 
. \.wl.c. ~ 4,.-u...ll u~ y,ll 4-:!.ll UW;.j... 

3 Individual customer information is I 2 3 4 5 

available at the time . 
. u_,!1 ~I ~~li...~~.)11 ~~, ..::it..._,!.... 

4 Our organization maintains a 1 2 3 4 5 

comprehensive database of our customers. 
~ U.Ll w\_;l&. .~Li uk ~ .WW 

Thank you very much for your cooperation~~...►.. i_µ 
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Pearson Performance 
Correlation CRM Organization 

Human Capital 
Knowledge 
Management 
Key Customer Focus 
Relation Capital 
Structure Capital 
Strategic Innovation 
Technology based 
CRM 

Appeqdix B: 

Correlation Matrix of the Exog~nous Latent Constructs 

Corr~latfons 
Key 

CRM Hum~ Knowledge Customer Relation Structure Strategic Technology 
Performance Organization Capit;:i.l Management Focus Capital Capital Innovation based CRM 

1.000 
.473 1.000 
.312 .172 1.000 

.041 .343 .520 1.000 

.720 .478 .301 .207 1.000 

.315 .178 .686, .524 .293 1.000 

.320 .200 .771 .527 .303 .773 1.000 

.537 .654 .267 .341 .444 .268 .287 1.000 

.655 .519 .385 .198 .650 .378 .392 .657 1.000 
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AppendixC: 

Group Descriptive Statistics for the Early and Late Respondents 

Group Statistics 

Std. 
Std. 

RespTime N Mean Error 
Deviation 

Mean 

Early Response 234 3.083 1.03508 0.06766 
CRMO 

Late Response 50 3.44 0.79282 0.11212 

Early Response 234 3.278 0.87882 0.05745 
HC 

Late Response 50 3.103 0.90833 0.12846 

Early Response 234 3.208 0.82648 0.05403 
KM 

Late Response 50 3.315 0.92556 0.13089 

Early Response 234 3.11 0.94733 0.06193 
KCF 

Late Response 50 3.605 0.68715 0.09718 

Eardy R@s11ons~ .. 234 3.395 0.90958 0.05946 
PEF 

Late Response 50 3.5 0.79379 0.11226 

Early Response 234 3.287 0.85993 0.05622 
RC 

Late Response 50 3.1 0.86492 0.12232 

Early Response 234 3.138 0.76455 0.04998 
SC 

Late Response 50 2.986 0.80048 0.11321 

Early Response 234 3.168 0.91943 0.0601 
SI 

Late Response 50 2.96 1.0162 0.14371 

Early Response 234 2.967 0.95259 0.06227 
TCM 

Late Response 50 2.615 0.94249 0.13329 
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Appeqdix D: 

Independent Sartzples T-test for Equality of Me~ns Levens's Test for Eqzialiiy of Variance 

lndeEendent SamEles Test 
Levene's Test for 

Equality of Variances t-test for Equality of Means 

95% Confidence Interval 

Sig. (2- Mean Std. Error of the Difference 

F Si~. t df tailed) Difference Difference Lower UEEer 
CRMO Equal variances -

10.277 .002 -2.298 282 .022 -.35709 .15537 -.66292 -.05127 
assumed 
Equal variances not 

-2.727 88.7.17 .008 -.35709 .13096 -.61732 -.09687 
assumed ' 

HC Equal variances 
.230 .632 1.276 2~2 .203 .17581 .13773 -.09530 .44692 

assumed 
Equal variances not 

1.249 69.974 .216 .17581 .14072 -.10484 .45647 
assumed 

KM Equal variances 
1.198 .275 -.811 282 .418 -.10667 .13158 -.36567 .15233 

assumed 
Equal variances not 

-.753 66.712 .454 -.10667 .14161 -.38934 .17600 
assumed 

KCF Equal variances 
15.686 .000 -3.501 282 .001 -.49496 .14139 -.77327 -.21665 

assumed 
Equal variances not 

-4.295 93.635 .000 -.49496 .11523 -.72377 -.26615 
assumed 

PER Equal variances 
3.242 .073 -.758 282 .449 -.10524 .13875 -.37834 .16787 

assumed 
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Equal variances not 
-.828 79.043 .410 -.10524 .12703 -.35809 .14762 

assumed 
RC Equal variances 

.022 .881 1.397 282 .163 .18739 .13411 -.07659 .45138 
assumed 
Equal variances not 

1.392 11.217 .168 .18739 .13462 -.08101 .45580 
assumed 

SC Equal variances 
.596 .441 1.268 282 .206 .15226 .12011 -.08416 .38868 

assumed 
Equal variances not 

1.230 69.410 .223 .15226 .12375 -.09459 .39910 
assumed 

SI Equal variances 
3.205 .074 1.427 282 .155 .20838 .14598 -.07897 .49572 

assumed 
Equal variances not 

1.338 67.209 .186 .20838 .15577 -. I 0253 .51929 
assumed 

TCM Equal variances 
.029 .865 2.375 282 .018 .35188 .14814 .06028 .64348 

assumed 
Equal variances not 

2.392 72.004 .019 .35188 .14712 .05861 .64515 
assumed 
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Appendix E: 

Data Collection Letter from UUM 

"MUAFAKAT KEDAH" 

01' R&eOMMENDATl©N FOR DATA COLLECTl0N AND RESEA:RCH WORK 

~lo certify that Nagwan .,b/bdulwdhab Mohammed (Malrlc: No: ~ 
ent of Olhmc,m Yeop Abdullah Graduate School al Business. Unrv 
ysio persuing his Doctor of Ph~osophy (PhD). He is conducting o f 

ed 'The Rote of Intellectual Capita/ on /he Relationship Between 
¥alfon ®d CRM on Yemen SMEs Perlormance'' under the supervision of Pto 

! akoria B Ab0s. 

d. we hope that you could kinety provide assistance ond coo 
ccessluDy complete the research. AU the information gathered 
cedemic purposes only. 
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