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The Impact of Electronic Customer Relationship Management on the

Marketing Performance of the Commercial Banks: an applied study in a
group of banks in the state of biskra
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Abstract:

The Focus of this study is to examine the impact of customer
relationship management electronically on the marketing performance of
the banks under study, and determine the level of availability of each of
them, as well as identify the nature of the relationship and the impact
between them. Achieving this, a questionnaire was developed and
distributed to the study sample of (90) male and female employees
through many field visits. Several statistical methods were used in the
statistical analysis of the data, including: descriptive statistics measures
(arithmetic mean, standard deviation), numerator regression analysis, etc.
The study reached various results, the most important of which are: The
level of availability of both customer relationship management
electronically and the marketing performance of the banks under study
was high. There was also a positive impact of customer relationship
management electronically on the marketing performance of the banks
under study, as (43.2%) of the changes occurred to the marketing
performance of the banks under study is explained by customer
relationship  management electronically. Furthermore, the main
suggestions drawn from this study are: The banks under study must
respond quickly to customer requests, follow the principle of continuous
improvement in all their dealings and operations, and increase their sales
in order to obtain a larger market share, in addition to encouraging
employees to deal well with customers.

Keywords: Electronic Customer Relationship Management; Marketing
Performance; Market Share; Sales; Profitability; Customer Satisfaction.
Jel Classification Codes: M30 ; M31; M39
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