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Abstract

This study aimed to determine the role of electronic customer relationship
management in improving the marketing performance of commercial banks
based on two main variables: electronic customer relationship management as an
independent variable, which was measured based on the following dimensions:
electronic personal communication, electronic message, website, security and
privacy, and customer support services. And marketing performance as a
dependent variable, which was measured based on the following dimensions:
market share, profitability, sales and customer satisfaction. In order to achieve
the study's objectives, the questionnaire wasreliedupon as a main tool for data
collection, as (108) questionnaires were analyzed and distributed to a sample of
employees of Al Salam Bank, Bank of Agriculture and Rural Development, the
National Bank of Algeria and the Algerian People'sLoan Bank, agencies of
Biskra. We relied on the descriptive approach in addressing this research to
reach the results of the study with reliance on several statistical methods,
including: descriptive statistical scale, multiple regression analysis...

The study's results indicated that electronic customer relationship
management has a significant role in enhancing the marketing performance of
the commercial banks. Consequently, the study provided a set of suggestions
regarding improving the marketing performance of commercial banks, as the
management of electronic customer relations is the most appropriate thing that
can be adopted by the banks under study to ensure their success and achieve
their goals.

Key words:

Electronic customer relationship management, electronic personal contact,
website e-mail, customer support services, marketing performance, market
share, profitability, customer satisfaction.
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