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Abstract:

The research investigates the role of Big Data in customer relationship management. In
particular, the study examines the investment and employment of Big Data solutions by
Ounass E -Commerce Company in managing customer relationships. Further, the study
seeks to identify the sources, channels, and technologies that Ounass Company relies on to
obtain Big Data, as well as the benefits reaped as a result of utilizing Big Data analysis. The
research was conducted based on a case study methodology, and personal interviewing was
used as a mean of information collection. The study lead to the following conclusions:

First, the study confirmed Ounass Company’s tendency towards investing in and utilizing
Big Data solutions in managing customer relationships. Further, the study identified
numerous benefits which Ounass Company achieves through investing and employing Big
Data technologies. The technologies that Ounass employs relevant to Big Data utilization in
customer relationship management include data processing and analysis software, social
network analysis software, text analysis software, and predictive analysis software.

Keywords: Big Data, Customer Relationship Management, Electronic Commerce.
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