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Abstract

Introduction: The use of digital marketing as a communication and sales channel has led to the
need and use of customer relationship management (CRM) systems based on artificial intelligence for
the proper management of company information.

Purpose: The purpose of this research is to design a business-to-business marketing implementation
model with an emphasis on customer relationship management based on artificial intelligence

Methods: This study is a type of mixed research with a qualitative-quantitative approach, which is a
survey study in terms of its purpose, application, and data collection. In the qualitative part of the data
collection tool, a semi-structured interview with 18 specialists and experts in the field of business-to-
business digital marketing and university professors who were selected by snowball method. The
quantitative part includes a targeted sampling with 35 digital marketing experts and data gathered
through a questionnaire. In the qualitative part of the data analysis method, the Grounded theory
approach is used based on the Strauss and Corbin method, which is compiled using the MAXQDA
software and the coding method. In the quantitative part, the validation method is based on the Kendall
correlation test.

Findings: The findings of the research (6 general categories, 25 subcategories, and 173 main
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concepts) include presenting a model that includes causal, contextual, and intervening conditions,
along with the introduction of the central phenomenon and the presentation of strategies for
implementing business-to-business digital marketing and identifying its consequences.

Conclusions: Company managers should pay attention to factors such as customer relationship
management based on artificial intelligence (analytical, collaborative, and operational) to implement
digital marketing from business to business and try to weaken the inhibiting factors and strengthen the
positive and influential factors.

Introduction

Considering the number of customers and a large volume of transactions and the possibility of
increasing profitability in business-to-business business compared to business-to-consumer business, it
seems necessary to do more research on business-to-business digital marketing. Therefore, in the
current research, we theoretically use the typology of three types of customer relationship
management: analytical customer relationship management (analyzing customer data and improving
their experience) collaborative customer relationship management (for sharing information and
internal collaboration organization), and operational customer relationship management (for customer
contact management). These customer relationship management systems in business-to-business
digital marketing can use artificial intelligence to improve data and analyze new patterns by analyzing
user data in digital environments. The innovation of the current study is that despite the exponential
development of artificial intelligence and its emerging application in various production environments,
none of the previous studies have addressed issues in business-to-business digital marketing.

Methodology

This research is a type of mixed research with a qualitative-quantitative approach, which is a
survey study in terms of its purpose, application, and data collection. In the qualitative part of the data
collection tool, a semi-structured interview was conducted with 18 specialists and experts in the field
of business-to-business digital marketing and university professors who were selected using the
snowball method. In the quantitative part, purposeful sampling is done with 35 digital marketing
experts and information gathering through a questionnaire. In the qualitative part of the data analysis
method, the data theory approach is used based on the Strauss and Corbin method, which was
developed using the MAXQDA software and the coding method.

In the quantitative part, the validation method is based on the Kendall correlation test. In this
research, to meaningfully interpret the factors affecting the implementation of digital marketing from
business to business, the personal views and experiences of experts, senior marketing managers of
companies, IT specialists, and university professors have been examined. The data were collected
through deep and semi-structured interviews with 18 experts and specialists in the field of digital
marketing who have at least 10 years of experience in the field of marketing, sales, advertising, and
digital marketing, as well as university professors who have records of working and teaching in the
field of marketing and marketing. They had digital skills and were capable in terms of having
knowledge-oriented indicators.

Findings

Analyzing the opinions and views of the research participants about the implementation of
business-to-business digital marketing with an emphasis on artificial intelligence-based customer
relationship management led to the presentation of a qualitative model whose causal factors include 9
categories: 1) management factors, 2) communication and information technology, 3) factors related to
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digital marketing, 4) company strategies, 5) technological measures, 6) customer-related measures, 7)
innovation ecosystem readiness, 8) digital transformation, and 9) digital adoption.

According to the findings of the research, the components of cultural and social factors, legal
factors, electronic word-of-mouth marketing, digital infrastructure and capabilities, customer
orientation, human resources, and strategic management including environmental factors and the
governing platform for the development of business-to-business digital marketing strategies are also
important.

The main types of customer relationship management can be applied according to how they are
implemented in companies. Accordingly, types of customer relationship management (analytical,
operational, and collaborative) are those types of customer relationship management systems that are
created, customized, and structured for large companies that have the capacity and need to develop
management platforms for their information.

The impact of contextual categories, intervening factors, and the application of strategy on the
implementation of digital marketing can lead to agility, organizational consequences, identifying the
basic patterns of customer purchase behavior, consumer cooperation in new product production, and
building trust in digital operating systems.

Conclusions

Al-based customer relationship management systems can add business value and also turn B2B
digital marketing into a sustainable strategy that can predict the steps a company should take to
succeed in its marketing strategies. Therefore, the application and new uses of artificial intelligence-
based customer relationship management are essential for companies in the business-to-business
environment.

Artificial intelligence-based customer relationship management increases the profitability of
marketing accounts and improves business performance even globally by collecting data and
predicting sales, business, and scalability.

Artificial intelligence-based customer relationship management that works in digital marketing
environments pays attention to techniques focused on machine learning and big data and uses data-
based marketing strategies to guide and collect customer knowledge data and evaluate the
performance of activities. Usually, these processes are related to analytical customer relationship
management types. Therefore, using artificial intelligence-based customer relationship management
facilitates decision-making processes, understanding of user behavior and responses, innovation
strategies, sales forecasting, understanding of social network strategies, as well as customer orientation
in digital environments.

Keywords: Business-to-Business Digital Marketing, Customer Relationship Management, Artificial
Intelligence.
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Table 2: Example of open coding
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Table 3: Extracted codes and causal concepts of the research
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Table 4: Extracted codes and research strategies
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Table 5: Extracted codes and relevant concepts of the research
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Table 6: Extracted codes and intervening research categories
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Figure 1: The systematic model resulting from the Grounded theory
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