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Aim: To evaluate the impacts of CRM (Customer Relationship Management) on customer satisfaction and sales performance of sales professionals in companies in B2B (Business-to-Business) and B2C (Business-to-Consumer) business areas in Turkey's largest 500 companies (Fortune 500).
Method: Universe was companies, using CRM in B2B and B2C business areas in Turkey, and sample was employees who work in sales, marketing and related fields using CRM in Turkey's largest 500 companies that officially declared their 2019 turnover and determined as Fortune 500.
Study data were collected by Perlego research company’s an experienced interviewer using telephone survey method and 5-point Likert question type approach was used.
380 of Fortune 500 companies declared that they used CRM. 103 people in companies that declared to use CRM agreed to be interviewed, 55 people refused.
Results: Usage of CRM system significantly increases customer satisfaction. In relationship between CRM usage efficiency and customer performance, it is seen that customer satisfaction is a complete mediator variable. It is observed that independent variables as CRM system usage efficiency and customer satisfaction together have a significant positive effect on sales process effectiveness.
Discussion: Study was the first one in which effectiveness of CRM usage by employees in both B2B and B2C business areas was evaluated as a conceptual model. In addition to importance of understanding how technology was used and accepted today, it revealed that usage of CRM had a positive effect on customer satisfaction, which was critical for companies, and also on sales-related performance.
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