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Determinants of the success of electronic customer relationship
management and the challenges of its application in economic
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Abstract:

This research paper aims to address the problematic of the efficiency of applying customer
relationship management electronically in economic institutions, and to identify the determinants
of success in this, especially in light of the global trend towards the digital economy. These
determinants are represented in (strategic determinants, technical determinants, determinants
associated with the organization's website, customer and spoken word determinants).

It was concluded that the previously mentioned determinants (when taken into account by
economic institutions) will contribute to the success of “electronic customer relationship
management".

Keywords: customers; customer relationship management; electronic customer relationship
management; website; economic institutions.
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