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Abstract

This study aimed to identify the dimensions of a comprehensive Mobile Customer
Relationship Management (M-CRM) model for cost leadership, with the case study of
Shahid Tondgouyan Petrochemical Company in Mahshahr. The statistical population
consisted of the company’s customers. The sample size was determined based on
Morgan’s table: Y+ participants for the qualitative phase and Y- participants for the
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quantitative phase. Structural model analysis using SmartPLS showed that all primary
paths affecting cost leadership were statistically significant. The highest path coefficient
was related to “Customer Data Analytics” (B=+,Y¢), followed by “Mobile Technology
Infrastructure” (B = +,YY). The model fit index (SRMR = +,+ ¢ V) was within the acceptable
range, and the coefficient of determination (R?= +,7¢) indicated that " £7 of the variance
in cost leadership was explained by the independent variables. Composite reliability
values (+>AYA—+,%) +) and average variance extracted (+,°%¢—+,YY ) confirmed construct
reliability and convergent validity. These results highlight the importance of digital
infrastructure and data analytics in enhancing organizational cost leadership.In the
meta-synthesis phase, the review and integration of 'V selected studies revealed that the
core components of M-CRM include mobile technology infrastructure, real-time
customer data mining and analytics, personalization and automation of interactions,
process integration with mobile systems, data-driven decision-making support,
organizational culture and employee training, and data security and risk management. A
three-layer classification (organizational, process, and technological) showed that the
highest frequencies in the literature were related to automation (V17 of studies) and
advanced data analytics (°47%). The qualitative findings, consistent with the quantitative
results, underscore that digital empowerment and data analytics are the key drivers for
building cost-based competitive advantage in the petrochemical industry. Traditional
barriers such as multiple disparate systems, employee resistance, and lack of integrated
data are significantly reduced through the full implementation of the comprehensive
M-CRM model. Furthermore, the adoption of modern technologies and digital
transformation in customer engagement serves as the most effective tool for cost
resilience and sustainable organizational growth, paving the way toward lasting
competitive sustainability.

Keywords: Mobile Customer Relationship Management (M-CRM), Cost
Leadership, Cost Resilience, Sustainable Organizational Growth



