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Abstract:

This research falls within a complex interactive context shaped by the characteristics of the
VUCA environment (Volatile, Uncertain, Complex, and Ambiguous), where adaptability and
immediate responsiveness are strategic necessities. The study centers on the integrative
relationship between Customer Relationship Management (CRM) and the path way strategy
as a flexible strategic option, progressively constructed through continuous learning and
effective feedback mechanisms. An interpretive model was developed to highlight the
contribution of four core organizational variables: organizational learning, dynamic
capabilities, organizational agility, and strategic innovation. This model provides a framework
for understanding the interaction mechanisms between CRM and the path strategy, where
each variable plays a pivotal role in enabling the organization to navigate unstable
environments and achieve dynamic alignment between customer-derived insights and
executable strategic choices.

The proposed model offers an analytical perspective that enhances the functional
interpretation of organizational variables in contexts characterized by uncertainty and
continuous change. It also supports an integrative approach to strategy-building grounded in
interactive practices with the market and its evolving data.

Keywords: Path Way Strategy, Customer Relationship Management (CRM), VUCA
Environment, Dynamic Capabilities, Organizational Learning, Organizational Agility,
Strategic Innovation.
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