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Abstract:

The economic institutions are witnessing a significant transformation thanks to the rapid
technological development, where digitalization has become an integral part of customer

relationship management (CRM) strategy.

In this regard, the study deals the contribution of digitalization to CRM, It aims to
highlight the vital role of digitalization in enhancing the interaction between institution and
their customer, improving the quality of services provided, and increasing customer loyalty,
by focusing the research on the relationship between digitalization and CRM in economic
institutions, where the study was conducted in the Naftal Marketing Department in Biskra,

basing on an interview with one of the institutions employees.

The study, found that digitalization significantly contributes to CRM by offering
innovations, developments, and facilities that aid in the CRM process.

Keywords: Digitalization; Tradistional customer relationship management; Electronic

customer relationship management; Digital transformation.
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