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. Abstract

. The purpose of this research is to identify the primary elements and
: components effective on electronic customer relationship management.
. According to its purpose, the research method is applicable; and in terms
. of nature, it is descriptive; and its implementation method is Delphi
. technique. The statistical population of the research includes 35
 lecturers,
: Management, as well as senior experts and managers of private banks;
. and the interviews continued until reaching theoretical saturation. Delphi
- panel members were selected through purposeful sampling. A semi-
: structured interview was used to collect information. The Delphi method
:was used to analyze the data and to reach a consensus on the
. components obtained from previous research and articles published on
: scientific  sites
- management. The results showed that variables related to causal factors
- including human factors, technology factors, support factors; and
- background factors including cultural factors and industry factors;
. organizational
. customer factors were identified and categorized as effective variables
: on electronic customer relationship management. Also, satisfaction and
- loyalty were recognized as consequences of using electronic customer

professors, and faculty members of the Faculty of

in the field of electronic customer relationship

factors including organization design factors and

: relationship management.
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Introduction

Fierce competition, globalization, increasing customer demand, and exposure to higher credit
risks have forced banks to provide the best possible services in a fast and efficient manner to
retain their customer base and turn them into loyal patrons (Mang'unyi et al, 2018) and try
harder to improve their profitability (Joju et al, 2017). At the same time, product homogeneity
has also added to the burden of the banking industry and has proven to be a challenge for
banks to maintain customer loyalty during such a significant change in technological behavior
as well as in consumer behavior (Singh & Chauhan, 2022). Also, the changes caused by the
rapid transformation in technology and adaptation by customers, followed by the greater
penetration of the Internet and the increase in the use of smart phones, have put banks under
serious challenges in countless ways (Mathew et al, 2020). As the traditional banking model
declines, the traditional approach to electronic customer relationship management may not be
compatible with the new banking model. Electronic customer relationship management is a
reactive approach that lacks transparency, so it needs improvement. The emergence of
electronic customer relationship management is one of these phenomena. Electronic customer
relationship management, as a preventive approach, is the only solution to the current
situation in which banks can operate (Singh & Chauhan, 2022). Electronic customer
relationship management enables customers to interact with their banks remotely through
Internet communication platforms and devices. Electronic customer relationship management
increases profitability through customer retention, cost reduction, and valuable engagement
(Abu-Shanab & Anagreh, 2015). Stating that customer retention is the main driver of a
company's profit growth, a 5% increase in retention leads to an increase in profit in the range
of 50% to 100% (Bezhovski & Hussain, 2016).

In this regard, the main question of the research is: What are the primary elements and
components that affect the management of communication with electronic customers?

Theoretical framework

Electronic customer relationship management

Electronic customer relationship management involves thorough investigation and practice of
knowledge among customers to sell products and services (Ling & Yen, 2001; Hong Kit Yim
et al, 2004). Given that in today's competitive environment, companies pay more attention to
meeting customer needs through digital platforms, many different companies are
implementing electronic customer relationship management systems with the aim of meeting
growing customer service expectations (Azila & Noor Neeraj, 2011).

Electronic customer relationship management and customer satisfaction

When customers are satisfied with the services provided by their service providers, this
relationship becomes stronger, which further leads to positive word-of-mouth advertising
(Adnan et al, 2021, Mulyono & Situmorang, 2020). Electronic customer relationship
management services help customers interact with their bank, which increases their
satisfaction level and thus leads to the creation of a loyal customer base (Mulyono &
Situmorang, 2020).

Customer relationship management and loyalty

Organizations that seek to implement customer relationship management to gain customer
loyalty in their organization should consider the benefits of having loyal customers to get a
more tangible picture of the customer. Loyal customers can lead to increased revenue for the
company by spending more money than non-loyal customers. In addition, loyalty leads to less
customer turnover to other competitors; it also creates positive word of mouth advertising and
a plays supportive role in the decision making of others (Al-Shoura et al, 2017).
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Customer satisfaction and loyalty

Customer satisfaction is considered as one of the key factors that lead to customer loyalty
(Kaur Mokha, 2022). In fact, when customers are satisfied with the services provided by
banks, they are willing to recommend it to others (Mulyono & Situmorang, 2018). Customer
satisfaction leads to customer retention, customer loyalty, high revenue, and high profits.
Long-term customer loyalty is useful for creating a familiar environment for customers who
have few problems and objections about commercial products (Al-Shoura et al, 2017).

Singh & Anuradha (2022) investigated the operation of electronic management of customer
relations and customer satisfaction in the insurance sector. The results of their findings
showed that among the thirteen identified components; five factors: brand popularity to create
attractiveness for customers, innovative product offering, quick and honest response,
relationship building, and financial security are the most effective factors affecting customer
satisfaction. They have the greatest effect on buying an insurance policy and increasing
satisfaction.

Kumar & Kaur Mokha (2022) investigated the interactions between electronic customer
communication management and customer experience, satisfaction and loyalty. The results of
the findings showed that all relationships were meaningful and positive, and also customer
experience and customer satisfaction are mediators in the relationship between E-CRM and
customer loyalty. They claimed that the empirical results of their research had both theoretical
and managerial implications that provided useful insights for bank managers to improve their
long-term relationships with customers.

Research methodology

According to its purpose, the research method is applicable; and in terms of nature, it is
descriptive; and its implementation method is Delphi technique. The statistical population of
the research includes 35 lecturers, professors, and faculty members of the Faculty of
Management, as well as senior experts and managers of private banks; and the interviews
continued until reaching theoretical saturation. Delphi panel members were selected through
purposeful sampling. A semi-structured interview was used to collect information.

Research findings

The Delphi method was used to analyze the data and to reach a consensus on the components
obtained from previous research and articles published on scientific sites in the field of
electronic customer relationship management. The results showed that variables related to
causal factors including human factors, technology factors, support factors; and background
factors including cultural factors and industry factors; organizational factors including
organization design factors and customer factors were identified and categorized as effective
variables on electronic customer relationship management. Also, satisfaction and loyalty were
recognized as consequences of using electronic customer relationship management.

Conclusion

The current research was conducted with the aim of identifying the primary elements and
components effective on electronic customer relationship management. The results of this
research are in agreement with the researches of Ahmadi et al, (2024), Gholipour domyeh
(2023), Singh & Anuradha (2022), Kaur Mokha (2022), Kumar & Kaur Mokha (2022),
Kumar et al, (2021), Naim & Faiz Khan (2021), Rao & Reddy (2021), Ebrahimi & Yegangi
(2021), and Baskabadi & Tosli (2021). Kumar & Kaur Mokha (2022) in their research
considered customer experience and customer satisfaction as prerequisite tools for improving
and strengthening long-term relationships with customers and showed that all relationships
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are meaningful and positive, as well as customer experience and customer satisfaction are
mediators in the relationship between E-CRM and customer loyalty. They claimed that the
empirical results of their research had both theoretical and managerial implications that
provided useful insight for bank managers to improve their long-term relationships with
customers.

According to the results obtained from the research, the following suggestions are presented:

- Aggregation and software integration of technologically integrated interactive channels for
customer relationship management;

- Determining the training system for customers and managing the analysis of customer needs
based on interaction through social media in electronic customer relationship management;

40 7ynuh

2]

Mehdi Asadi, Mohammad Mahmodi Meymand, Mehdi Zakipour: Identifying the primary elements and components
affecting electronic customer relationship management




S N .
:i EE% 9 s S g0 30 ‘5.3')97 o3l 4l _Lad
.w Vos https://www.jvcbm.ir
elSSN: 2980-8359 (A5) (o935 (ol

SS9 SSI1 (5 o b Bl ) o o ) Y90 ad gl Sadl g0 g polis (lwli

'399 (55 60 (7 Tlown (S3g050 tomo () (Sl (Suge

O‘J’i‘ ‘;ﬁj}; ‘@)Lu‘ A‘)'T aK.ﬁJ\: ‘Qﬂ)}; .\:—‘} 4@@))\: CA.LJ_:'J\A oj‘)ff\
O 01 s ply oKsls AT 5 S8 55 g ppda 05 8 el =Y

o> AOICESTF AL TSTY B
53 A (st Ly LU Sy s 1 s ad gl sloadl 3o 5 polis plalis Jhassy cpl Ooula AR
N . . L. . . . R . ALCASE P LR AP “J\gp <
oo da izl Gas s o § Zanle 5515 (03,08 T S g a5 L Shass Fsy b e TARE
ode Ol slzel 5 bl copuyie 5,80 Joli (2ags (o bl aml dil o als oSS
U Laasbaas 5 didl oo oo oo (SLaeSOL Ol e 5 Lyl Olalis )8 cputoma 5 S e 00Kl
Sl ks sl diabitn (55 05 g0 4 (A Ji slael by aalsl (6 5 plbl 4y plzes
osbie 4 5 Laesls J ol g 4y o (ol o i eslinal asljls e 4 ao-liae I O 5»1’;;

slalslo AMWQYQ}MQ%JJ o..lﬁTC,.w..L: 6\#4—1‘3& 398 9> CL;:—‘AUQJ:..»)

o3y s

48 5ls Ol s s 8 eslizad (s sy 51 (S SU1 (6 i b B s pie o) g 3 e e b Bl ke
dolse 5 ity e (55T Jol e ¢ Ll Jualse Juls e Jalse 4 Do sl ke (S S
J_Atf}oujufl),b}_ﬁlfJWL:gu;uytfewgﬁ\f,ﬁ;ytf&udl@; (e sl
w038 gl s 5 plelis Sy S (g i b LU, o pte 5 ge (ol e Ol gie 4 605 2k €S e (55135
els Sy S 6 e b LTy e 6,855 sladaly Ol sims (6135 5 Syl y iomen (Sl el
A Jolss

)

A il laadge 5 ol SLla (VFF) . cige (3 (S5 5 dames cdioss (63 gomes (Suge csolusl I(APA) 0™ Sl o g3 o iy
APV 0O B 5 S Co il o o 5T ol aslidad . S5 2SN (6 e b b5, o ke

d https://doi.org/10.22034/jvcbhm.2024.456992.1379

Authors retain the copyright and full publishing rights.

Published by Research Center of Resource Management Studies and Knowledge-Based
; Business. This article is an open access article licensed under the Creative Commons

Attribution 4.0 International (CC BY 4.0)
Bl &;J‘J)K}gfﬂfjcb (;.Lj_v\.n Oladlas 6&.&3}_;}# :;)B

Lo (63 goes dases 1 Gl Ol g3 drmahmoudim@pnu.ac.ir :_faes!

3 S 6 rtn b b5 pta  Jige ad gl Sbaadd go 5 juolis Slulid g (S5 (lge chions (63 samus dhasus c(Subul (Sulge




I s g e 38 (G BT b3 4ol fad
https://www.jvcbm.ir

A
_ s

L eSSl GV @oleel ey, (o,me 53 B8 515 5 Objtie ekl Gl s Sl chks b,
03,8 Lo 1) 55 0L 2w oSG B dins €151 LTI 5 o Slo gt 1) oSen Slaskst o 20 B ol 03,57 ) s
dslad AW 355 (65813 5m 3 5u Sl ks 5 (Mang’unyi et al, 2018) wuS” s 55 sl y Olual- 4 1, T 5
S Sl 03,5 ol 5 0355 (ISl o LU 38 Y guames 035 (Kes (b e s .(JOju et al, 2017)
DB, L5 cpmeen 5 (3,5, 53 g BB el o Jsb 3 0L e sy L )y LeSSL o A
5603 3 i J 5 (AU Dl roeen (Singh & Chauhan, 2022) ol o5 gei syl 0 A8 e
Gl by a1y LeSSL diad ga glaal 1 eslimal 2al53l 5 &zl 2iw 345 0T JUis 4 5 0L j2iwe bow g (LI
(Mathew et al, 2020) ol o315 1 3 (g (sla 2l Coed (6 ladis

Gl e b el S (g 2SN (6 e b Ll e (i 5,555 66K o5 o G S Sl L
ol (l Coblis 6 oS el STy 5 S, 65 ST SN (s 2t b byl o e 5L LBl L
e b bl o pie Cslbodiy ol 51 (SO (S SN gt b Bl Sy pe Hsgh ls ) 4 5L
Clab 0T 53 3l 55 n eSSl & ol b Comdy 81 o ol e il Sy 3,805, &S5 st 4y ¢ S S
(Singh & Chauhan, 2022) il ails

Sl sl Olgeds ) gmacs i 3,50 05 (g5lwosly (6l 1y 355 Slas 1 mal Ol il 3 O3l 31 6k
Was ang 5 Lo 1y 3500 L 0L e b Sdaddy alaily U ilesls ok 5 s e seamn 2ok 3,005
Coiad 4 o J g 3,5 95 5l 1 Ol Co de o6 2ée b b5 LI &y s e .(Porter & Heppelmann, 2015)
Ly slul 5 o e Olse 4 (Sos 2SII (6 2t b b5l &y e L(Bachir, 2021) Coul osls i Hlie (g i
s Ll (b sl calizes  Sos sSI led L& 1 eslizal b ozl 3 b 51 0L zie Lo SY b folize
ol Dsline Glaely gy p b3 oolasil bk Co sl 4 il LKL (ol a5 e L o d
S Jod O jziee Lad> 5 Lo 0L 2ie Ooder 3 b 51T L e SV sb (5 Lailyy sl 5555 Ob zée Culis,
(Kumar et al, 2021) azib iS beSSL 4 (6 méw ¢SWS Ll 5 0

Aikdu o 35 Ob tie b1y 55 Lulgy 5 esls LRIl ) 5 b, Cuje cde slags, sl 3wl L LaesSL
S5l 5l 5 g0 O jtie Susb Gbesls 4w zwd 3 b 5l LeESL 53 Sy S g jzie b LLLICy ke
L bLo,l G e kS35 45 glailen S o Su s 1y OL 2 (650505 T 4 gy Slods 5 Y gamen
SaeSSl L (Sl (bl glelSans Uap ity o b 31 553 oly 516 35le g 536 15 0L e (S5 AU (s 2k
Lol Jolas g ause 2alS OU jzie Lis 5 b 51 SGs s (6 zie b bLS o e sl azils Jolas s
Sy diy ol Jale (6 zie L= S5 0L L .(Abu-Shanab & Anagreh, 2015) das o il 53l 1y (65575 s
Bezhovski & ) s5i oo 7V 00 /0% e3gdoes 43 35w LRl 4 mie Lis 53 70 Il il &S 5 oS
.(Hussain, 2016

é._.}}jg\hgj:.&ﬁl{bg)\g%ﬁmx;f@j\ghd}a}ﬁt&&bu Z)ﬁéjéw‘.uﬁ.adzw-kwﬂsw\gw




9 s S o 30 Lg.gqéT R331 Ml.id.aé
https://www.jvcbm.ir

5l h (S S by 5 (SSs S ulsy sl Jhass £ 4 ol Kos 5 eSSl 4 5 L
,jﬁ;wf,zudw;i.nf@sl,\otfm_;fmgc;ﬁomy,\,fm;\d\ﬁri,uuzmgg.i@);
S 03,5 03531 5 gl (SSs mSI 6 mie b bl e slaasl 5505wl gl SLoL Ol e 4 oSS
2 A5 adsl Slaailie 5 polie 16 ol ol gy (ol Jljs linly cpl 53 L o el Rk (6 0 (sLa3LS

Sl o (Sog,SU (6 zie b b5,y e

S s Oyl

SS9 3TN (6 it b LIy pre

5V game By lp Obie b 03 IS op S 5 el gy Jeli (S5 ASTN 6 e b BTy e
(S5 2By s ;3 S 4 4> L .(Hong Kit Yim et al, 2004 <Ling & Yen, 2001) Coul Sleds
Caliben LS 5 1 (6okms cipls Jizs slap ity 5 b 51 0Lt UL 03,57 5 4 (5 fh a5 OS2
Gilwesly (6 mie Sladst diy 4 5, Sl,asl 03 S 03,5 » e L 1) Sg 5SU (6 zie b bLs S ke
(Azila & Noor Neeraj, 2011) 15"

OT ladasly 5 omlil (6538 & (S5 ;SN (6 2 b LSSy pike 5 (6 2n b DS, Ca pite o Solis (JST ) 5hay
el U5 (Ss St b Bl Sy e Jlie Olsis 4 sk bgse gt ple 5 0167 L
oy &5 (SaS (s b B Sy ke lapti 1 ok L5 oS oo a3 1) 5 Gib 5 0L i
b U (g 2§ Candy (o i oo S (5t 4 O35 ol Sy s 355 S sa 0 1 (S
Slelu 55 Olojlu &K b wles 4 3 50oms 505 (6 tte . Jrmsl 5 Y gummen 330 53 LI Sledbl ol g5t )3 ¢ &
53 a3 Gl s eles S 6 i Gl =53 5 SV (gl S yses Dbl 5 Cons Jgome ()8
Sl & 5 s or plail OLEs g5 612 1) LI 2 O e ‘éﬁ’ﬁjﬁ“ Sk b by ke Laoes 65 )5 ¢l
ol b Jad glas Sles 5 OV smmen jgoue dsm (6 2k b LLLICo pie (63,55 glaasl L8 5 S
Ly JolS o0 K 5 s o b (g2t 03,8 5 5n b baaal o S S gzt b bl o e 53 .l
b 6l el b i G s Ysame Oy e (50 b BLILI oy ke i n €3] (5 ke 4 g 3
IS 6l 5318 laaslp (S S (g 2t b B ke 53 s (e 51 S 3 S 61y 6 35800
3 @y st e (g e b LSS Sy ke 58 e (b 50 5 OB ST b 0L e dar 51 282
Dy o g S (eSS aasl (5l (al el a5 sHls (g i b sl LS L OOl 1 Slziy
5 a2 bbb i (S S 6 jzie b LISy e wd (gla Jo oy ¢ i (6 2 b LS,y e OV
(Alhaiou, 2011) 1S o Slasy Sleds

& Singh «Scullin et al, 2002) cowl 6T 4 0ds 5655 5 Ob 2he L byl bis 55 a ol Ooda
s ol a0 U ajle o 3B 1) &S0 &S Sl gyl u&,,ﬂ & phe b b, s e J(Anuradha, 2022

(S e (513l Rl i3l s 5 bl 4 Ol5 e e b LU Sy pe e 2t Ll s

K5 S 6 rn b By e Jige ad gl Sl go 5 juolis Slulid g (S5 (Slge chions (63 samus dhasus (Subul (Sulge




I s g e 38 (G BT b3 4ol fad
https://www.jvcbm.ir

A
_ s

S A (e b Bl Sy e ko 1S 5 e gD s e Glaty 5 Sl 35 5 S s LIk

osliml (5l osly Jbm 5 (Cnl (6 2in b BLi 1 S ke i Sla sl ol 4 4l oS ST L5150 51 ddw Ol s &
St b LU e 3l 4 05l S5 oy (S S o)l 5 e L (S 2SI sl )
Olge a5 6 1) (S5, 6z b b5, &y e eSS .(Kaur Mokha, 2022) Cl olejle (ol (Ss 2SI
Llad by 5L e o 53 by (sl Al Ol 4 S 0L 4 S (A5 Cuje oS Sl A
YU o b 0L i LB 55l o 536 1 L8 seS (Sos ,iSUN (6 2ie b LI o e (e (Yamuna, 2020)
5L el s Sleds 5 Jsames Sl L oles beSSL sl (XU & Walton, 2005) dab asls Jole
Dbt b g daly oJlioms slapp bowg (S S (gt b bLil s e SeSTSS Gy b 51 0L 2k
S U o g 1y BESSL L (6 200 OLT by s S (6 e b bS5l &y e (Das, 2012) LS o 515
Jole 4w Jols Jolw T 5 (Vidya & Shanthi, 2021) 544 s (5 he 4 odd &1l Sleds 1 Culsy & e
S e P Gk S OL e Cl el o Jle b o)l SYsle (DMl SYsle 1] odas
&bl 5l =1, 5 slazel .(Dhingra & Dhingra, 2013) &, s 35 T 4 S5 S Fb Gk SSSb
Abu-Shanab, ) s 53 s 41, LeSSL 0L e & (S5 2831 (6 e b L3I g gt s (32 b 51487 ol (glodes
S o Lads 0L ie (gl 1y 4Bl 3 s Sl L;;,J:Q\ @ e b LS, s e ot (& Anagreh, 2015
Sledst S 5 g iy 0L (SSs SN (s 2 b L Cu ke G b 1 S s 1S5 B 5
w50 ol gl (sl 05 ST e 1y 0L zie JLK@\&LMJJHMAQL..%;JAS el (Sb i b s
(Al-Rfouh, 2019 ¢Nitescu, 2015) 5 5 o s 51 1, baalawsl g

Sy oloy § (SS9 Il (S guio b LI Co g
L Cads 5 O3l 15 ol (gl (S5 (S S (6 i b Lol g e 13 8 Olsie 35 5 b &S shilen
Gl b,L slaa 3o ou )i 2815 5 Ol st b jeiws dlaly Co i g sloul 43 53 (835 oy g 4 Ob b
G e Coldy 4 e S Sl (6 tie b L Cy pde & dias e Olis Slles L(Mang'unyi et al, 2018)
(Zaim et al, 2020) ol Sos SI (6 mie b LLi,1 S e diy 53 GldST ele (g i Culsy s 55l e
S 54h o 5o daly cpldidl ly 3 Sledst 08 s @1 Lo 5 ol £ Sledst 10U jzie 45T a8s
<l .(Mulyono & Situmorang, 2020 5 Adnan et al, 2021) s o5 oo Cuie Olas 4 Olas Olads 4 zete i
6T Culdy o oS Al azils oo 555 SO L b ST o &S O 2o . (SC55 28U (6 528 b B3| g ke
.(Mulyono & Situmorang, 2020) 5% g by Ob e atf,.\,, sl 4 joie 4 3 5 Aad e il
bug oS Sos S0 g jmie b bl Sy e Sleds I 0L éw 457 WLsls ol (Dhingra & Dhingra, 2013)
43,5 0L (Al-Dmour et al, 2019) .dits Sy Slodst CudS 5 oty olazel s 4558 e 45151 OLaseSSL
Ste el i te b 4 e Oljle 53 (SGs S ( ate b LUy e Sledst s (512l &
Loyl sl 5o (Sog ,S (6 i b b5, Cy e S Wis g ditae 35 (Oumar et al, 2017) «5° Jl= 5 554

é._.}}jg\hgj:.&ﬁl{bg)\g%ﬁmx;f@j\ghd}a}ﬂt&&bu Z)ﬁéjéw‘.kk‘:.ag:w.kwﬂsw\gw




9 s S o 30 Lg.gqéT R331 Ml.id.aé
https://www.jvcbm.ir

St el 30 0550 S p0e Sal) Sl & e 7 Gl L n i O o pmmes 5 S b
2l Sblgiy blas 53 5 uS 4o s 35 Olwspl Bl 4 5 LS eslital 5 PR PPN [V RS-V
.(Chocholakova et al, 2015) das Olis (5 i o slie ESSL

SIl8Bg 9 (S sio b LI Co pone

BysT Cws 4 355 Olojle 531y (6 mie ()b s b dizur (g 2 b L5,y pe (gl ool JLb 87 S0l jle
Ob s 5T Cas & (5 ) (55w sale pgoal U i3l anils L 5o 1) 5lalhy Ob aie 2dls sble il e
pl posdhe (iss &S 5 gl T ys bl mete Jlaly b Ob e & S i g o b Sl 5 oo ol
5 S o sl Sote Olas 4 Olas Slads cpoman b W) nle i 4 (550 oS 535 4 omia (5 )l36
(Al-Shoura et al, 2017) &S ox Ll 01 555 (6,5 eemnad )3 (e 25

G 1y 0L ie p 5 oMb S W g 1) (g mde slaeals B a3le oo 53 |y La S semS (6 2t b L, o ke
Kakeshi et ) auas 215301y (g i (6,156 s codds o yliw Slads 5 OV games 41,1 L 5 aiS S lulis b )8 s s
Tarig et ) > 5 o Ob zée bl 4 e SSs Sl (6 mie b LUy e Sl 5 ol o3lizal (@l 2021
SWoly o opadas 51 S 5 5,557 dal g elss Saddy 53 Slojle g L olsby 0l 2ie 0s (al, 2019
creoxan (Al-Shoura et al, 2017) Cowl Obojle b g ol &1, Slodst iS5 g (6 e (5ylolhg 4 oliws
55735 0L e oL cdins #1155 0L 2t 4 1y (6 2 S, SN (6 e b by e Sleds eSSl S
mgusula..l.;w)sj.,\..f@wf:yu&w.;)gujsml)sygh&bgb ﬁ“\’bs‘d"ﬂs"@“
(Oumar et al, 2017) &35 oo Coie Olas

(S i sﬂolég yelo;

Kaur ) coul ol 4 8 5 55 355 0 52k (505l 4 mie &S gudS Jolse 1 SO Olgie 4 g mie Suls
O3 415 0T bl e o5l LESTL Lam 55 0dd @315 Sl 1 0 j2tee ST alSin «85 »> .(Mokha, 2022
S i Culsy &S Wles S Culam ol ol 31 Calidee Soladlles .(Mulyono & Situmorang, 2018) LS aws 5
Wb o R Sl s e (6515l s pekaw (Kamath, Pai & Prabhu, 2019) Col (g zie (5513l s Sleutis Y
e (Saaleal 4 k5 sl (5185 slaay i copoman Ll 5l 355 S8 St/ Y puama 1 OL 2 oS
daly ol ke ilo, ST Gladely I S 6 rke (6l3ls S Wiles ST asia 6,80l (slaa i L
5 Ll 5 o Lol il axdls Calzses (eSSL 53 1) 55 Sslus Ll o (5 2 ‘j,cwc.ptw\,\,w;“
oS OB S o e b Lailss 6015 53 1y 6500 Lol Comal 5 ge Sl il sy LeSSL 0T 51 (S @
(S jin boi 4 e (6 2ie Culs,y (Kaur Mokha, 2022) bl oo JSU 58 g0 (6 2 (551365 sbul 4 el
S U ie gl LET Lasws sloul (gl (6 2t Sodedih (golalg 365 oo VU 35 5 YU T )5 (g e (g,l5b65
o) 4 (Al-Shoura et al, 2017) Sl date LS o 3lowsl (Ghlos Y guzmes 350 55 oS DSzl 5 TS

oo dsb o) e olbly Cie OISl ded Ll o alS OL e 4 Sl Ol sbaal a S

K5 S 6 rn b By e Jige ad gl Sl go 5 juolis Slulid g (S5 (Slge chions (63 samus dhasus (Subul (Sulge




I s g e 38 (G BT b3 4ol fad
https://www.jvcbm.ir

%, &2
_ iR

Al- )M:g@blﬁ:gbwmwgh:muu;uk&b M@,\;fw)\sbjob i ABL ails 4l e
S e 5135y ol sl pslhts odins 0L 0T Lai 5 alal) anw 5 ST ~Sais s, (Shoura et al, 2017
@ jeS ol 0L zie cay ol 5ol OS5 oI 5 Canle & dor 5 Ol Sosla 53 S ge Sl Jelse 1 S
ool 5 A OU e ple 4 Cote alis Slads 8 5 sl 0L tie X557 o 655 by sladi p b Y guams
Lyl bles Lol 51 & 5 ol Jl= s (Al-Shoura et al, 2017) 5 54 o &S 5 (gl j2i 55w sbwl Esls
o pde S Flaal 5 bl 51 ok el ply AT ST 503 (6 2k Ly e iy D pile Gl 4
Cudb oo 5 (5156 5) (g mie Lol gy o sl 5 L (Ol T o oS S o 2l 1) (S S0 (6 2t b LS )

el Gl 3L

ol i AST L Aoy Ll elul 0L 2he (650565 iote Jde €1)) ) » 4 (Ahmadi et al, 2024)
ol oS 5> Ol s s (18 e 5 ee day (63) 50 4lllae) Ao i 3 odd SSTysl 33
od e Je 551 5 3,0 s 5 St S 0L i (I3l Ly eds STl 33! Gl y 2 b 6oy
el 43 815 a0 5 g0 e L5161

L slemrl slaaSs 55 0L i (gylals 5 il peted Ol (Sl o) 4 (Gholipour domyeh, 2023)
A 5 dlezus Lol e 55 Jlb 0S8 K 6 p il 5 S s sl s Lk 5 S,
gii‘;,uugcb,;,uu”@,:‘u Ao y3 FVIF s 515 el 5 Ol e (515 o oS 51 DL 0L,
SUol 3K s, L 0L e fa 5olsby 5 BIs paged o oS 5l O 55 O g S5 56T =W 5,05 3y do)s
g el Lol el by o gm0 4 3l OLis AHP SBT3 )ls 3 40 g Slsbine 5 Cote alasly oo y3 OF/Y Ol e 4 Jlirs s
35 N 3ple s 55 Salgiin Bdags (Sl s Jde (Sl 2l 5 gt 5 A5 Lol Ol e (5 )l305 slaadl 3o o S oge S &
A G OT 53 0 e (6 1slbs S b ods g (2313 ST o875 S 6,115 (6 5luaingy 31 onbam

33 s Culby 5 6 e b Lo g Sy e Sllas Olgie b s s (Singh & Anuradha, 2022)
£l 6oL OV pame 5 At CB,y Jls )3 dey GES 5 1 (ol Sler b 53 45 By Ol den Sidw
SacS b Sl (gl s Slodks 08 W S51 51 2 5 Slosdst il 5 Ol ke dins o 1) O
O e b e Vb Ll L was L«,\l,&)&)ww (eSS b iles ol Culby 5o Al sy dew
ool s Dlslgiin 5l (glas sezs 4 oLl 5 S 5 a8 dils Ol T S Lis |y LT Al g 5 sl axdls
¢S5 Gl oL 5 S Gaasw diajls el ol 45T cdias g Coda 0 sdll 0L tie a4 ST 5l 5L (ool
(&3Lesl3T SET Olej Sl cml g e Shlasl b Cilae gl p SV guams 4,0 nd 53 5 Ob she b3l
(ool i o 53 o 4 & Gl Sanslin b pBs Wlos ST a3 (la Sl 5 (Sile o e
Jgpams &G Ol gie 4 42508 ans Lz 3 daw WSl plas Gl jtdu 51 (@31dn 55 oo goast &S i S S >

59 OLSS L Slp sl st p &S Jb sl ol w;jlz).)uU\.e)J ?upr;)l..\fcuLaﬂ

é._.}}jg\hgj:.&ﬁl{bg)\g%ﬁmx;f@j\ghd}a}ﬁt&&bu Z)ﬁéjéw‘.uﬁ.adzw-kwﬂsw\gw




9 s S o 30 Lg.gqéT R331 Ml.id.aé
https://www.jvcbm.ir

2 ,&%\
on11y3t’

anfllas ol ooy (S5, OU i 4 aily 5T 5 Sleds &1yl uomen 5 e SV b Ol &K bl (Bl syl

Ol ks andllae ol 3 3 5 oK L 5 e idu 5 (5 j2he Lbu,\u,héuowfujww,jw
CS o Lo ) (g mia b bl Sy e (il osly s 51 &Sy (gl anl kit b dalibn &S5 5 b 51 0L i
Jolo ol Glalid Al g 035 o 148 1s 0L T sl I fol ol A3 5 6yl g s e
5l bl Wlslo 5 o 5 55Sely (55T g J guamen @151 0L 2he (51 ol 3wl (511 Ly Coo gaen
DRl 5wl ey oSG 3 1) T o i 45T Al e 6 20 Sl e else g O gt Jle ol
Lyl Culsy
(S5, oL Gk S stie b b, o e sdsee (o a5 Ol b e sk s (Kaur Mokha, 2022)
o 48 1 0L (55 3 e b DL o e 53 (SSa S Lo S IS s S5 @) dUiy
S S Sylas o b 1 a5l sl (gl e Gl 1 mul St ls ol pls (ol Sledbl S jaze (6,14SSL
Sl s osld 5 il 3 (ST S Gbolib &7 Sl Ol wlsl 3 gy el e (S S SLLIL o
2513 S e 2 0L pla b on b sl e Jalei ol T g iy OT L Lo o slacspsld 5 ol foged
Ob zie ol o 6l 1y amlio OV games 5 Slodst B35l oo 536 1y Slodst lajide Sy 2SI oL 1L
35 55 b 1t &Sy S Ik bl 2l (5 e (555T 3 pm 5 35 Lo (60 Sltal G b ST 1)
SUIL olas ae 53 el Bl ST (g phe i Solbs 6l o slaisls 5 sl wile Sledib
(Hls plesl (ledbl (5518 Sl (g sl 3 sl Sl bl s &l 5T 5 SbsI5L oKaws & Sg SI
a3l 33 (g5 el Glg slal ys S S Sbylb i gl Sl e olyls 0L zée fo b oIl Loty 5 2l
o i 53 g Sasls 5 il il Dbl 555l s b eSS LG & Sl ol
Slods s dde slacs sl 5 6,k 05Kl S gy el al alSS 0L i i Sl L sl eSSl
Ly 6ostd 4 mmte (bl AuT 36 sls 13 Eom 300 1y 0,8 5 (8501 (OMSSL col por il (6 IISSL Asle (SSL
5 T osld eSSl o8 ws Si 1 (S, olsll bl rmar 65 by 35w Silotig T 4
Sl Olis g rie sla i3
5 Calo) o a g g mhe b eSS s LU, o e o SVl ey » 4 (Kumar & Kaur Mokha, 2022)
ladauly 36 5 b 31 i olaby (S SN (g 2te b byl o e 50 wy p JL (6 2t 51305
Olye 41y (5 e Luldy 5 (6 0k 4o LOT sl (ISl Caris 4in 53 (e Syl 5 (6 e 4 25
— S e Jte Sl eslizal b 90288 L5 53 0L mie b ke SV gb Ll Cu sl 5 35 Sl SU e slal !
SAFE o s (Oaldal 4y gliaws ) ghate 4.3 ed o3l Ll ) sl sk @2y ol,.oaucwb—v..wlf)i
0351 Cute g lslime Lauly s (oalad 47 s> LS Laaly I ol ol sl 15 w2 3550 1y in 53 &SSL O 2
Loy e LOT At (6 tie 536y 5 E-CRM oy alasly 55 (glabauly (6 2ie Culidy 5 (6 2k 4 205 pioman
aﬁ;po\ﬂ,\ﬁd\ﬁ\,‘s.@&suﬁm@ﬂmvﬁ,L;,u;éu.ugrﬁwduj;i;\yu&ﬁ@u‘s

w‘a:_,.urh‘ﬁqb LJ?UMJ.LL\))J}.«_’&\J;

K5 S 6 rn b By e Jige ad gl Sl go 5 juolis Slulid g (S5 (Slge chions (63 samus dhasus (Subul (Sulge




I s g e 38 (G BT b3 4ol fad
https://www.jvcbm.ir

A
_ s

Cmind 33 (6 jbn Csldy 5 (65 4 o (6 nd b Loyl Cu s Olge b chags 55 (Kumar et al, 2021)
Slabuly 28 G b 5l e Sold) 5 (SO i b bl Sy e o dasly oy B (IMSSL
5 53 e KLV 0L e o8 s oy 5l eslimal b T shate oy s (61Kl Cnto )3 (6 e 40 223
Gk 3 ol SVl (g3l Jube Sl sl U 5 035m0 (55T par sl AVF ¢ gama 3 (lin 53 gyt
SECRM (o daly (5 e 25 o8 315 0L mlts i3 gei ol 5 40325 1) 555 slaesls AMOS i3l ¢ 5

S eabuly 1) 6 e ol

Lolgy S b rin Ll plal o ke lea ol Olge b Jiags 5> (Naim & Faiz Khan, 2021)
) (S A (6 s Ll 5 S ke iy ¢ olazr | Ol e g8 e 2l 5147 s Ol ¢ S 2SN (6 e
Lo, oy pie b s iy LS 5 gl E-CRMESS Ol sie a4 oloz| Lalgy o e .Sl 0303 ,udd s 4
Dlse 4 & 6ok slas )8 pb, Jo S dlib olerl (6558 S eslizad b 1 ((elarl 0L 2 L) (5 200 b
il Lolgy Co e anwy 5 b 6l ol el gies (Blods )1 o slarl Lalsy Cu e
3 O 555k Olaesl 4 Olejle sl 1y (25 S 5 855 Sblie 15 or 5200 b ot LI, 5
21l 53 550 e ke 3,50 05 S a5 b (e Y 6l E-CRM b elezt Laly ) & ke o 5
3305 55 05 E-CRM i oslizul 3o b 51 (6 2tn b Lol 5 50 5 shate 40 T alasly 5 E-CRM Calzies (g lS Jul o
L &S S Ol 1) E-CRM (6,56 b Olejle ¢S E-CRM 5 Shes 3 s shaie 4 457 3 8 ames (g5 Ll s
AL LBl LS, Sleds bl 5 65l ummen 5 Olojle 3 Shes 5 551 2l

L oS azils Ol (Sl idw 55 eSg SN (6 2t b b5yl &y e Ol e b Jins s 55 (Ra0 & Reddy, 2021)
S35 b Sl 03,8 wal 3 (S idw 6lp 1) b 0T 05 28 oslizul 5 OleMbl (6,56 5 4eb 4 4> 5
S5y 4 (6 ke 45 Lilod g Cundly cpl & LESTL 05l 35 4,8 8 4 S S0 (g 2t L by e
Oyl 4 (6 i gl 8 4 Cd 1y (o0l OlHllasl L (6,5l OMET .ol o Joibs Wy 9 Cotd g0 4S e
5 Sl las)sls [ pb ol Sl go LIS OT (535 2 IS Ao SIS 5 sl 555 ol 03T
St (il el 5 03 8 ol 1) Wl Olej (e gl s 5 038 Ly 551 (OMSIL (b
S S e b Bl Sy e Sleds 5550 53 b e DG o b 0T Ll 0387 sl 0L e
(§ i St Jor oS 513 0L LT (slaaly 51 Jool gl isls 513 (1 3550 15 LT 2o aibate (slaeSOL
LU Sy ke S8 36 el e o g 31 Dloskst oS 5 6 2 (sl oSl LSS b ¢ (S 5 s
el (S5 2SI (6 2 b

Ob zie bl 5 (Sos 2SI bliyl & e gildie JLik 35 tash > (Ebrahimi & Yegangi, 2021)
5 S (s S 6 e b bl S e &5 dizils Llebl o obg owlidsy 31 eslizal L T ks
DB ooz 2050 1) GOMSSL s ¢ Mo 5 (o 5 (ohg) S oalimal b 0T 501 51l die dlaily oL 15L
e Sl (S5 2SI (ISl a1 1 (6 ISTL 055 55 0L i b &S5 S0 LUl o e OT sl

3 (Ol Cl 5 SleMbl CutS : fols) SDleds Coal (LoD Ctel 5 o Sl SLJUS (ol o Jols)

é._.}}jg\hgj:.&ﬁl{bg)\g%ﬁmx;f@j\ghd}a}ﬂt&&bu Z)ﬁéjéw‘.kk‘:.ag:w.kwﬂsw\gw




9 s S o 30 @:9." R331 Mlﬁd.aé
https://www.jvcbm.ir

Sl g @L,;.:u’;t,{\&_\;l&.,a3%p5;\:ouu@Té\nglyu@w.m,.;é@&g,angi

b o3 58 0L i 1oL (Dleus
L oS wzils Ol boT s g beSSL )3 E-CRM . 25 ) » JL 555 ia s o> (Baskabadi & Tosli, 2021)
Uiy jats Hgla 5 Llodd dorlge (6ol lgdlar L LOljle QIS 5 S oo 52 0l sll Sl ki 4 4
S32)lsn pesde Az 0L i Bl 5 ole 5 )l 4 oo L lealy (8L 5 555 5L g SRl
NS DLl 03 Bl e 8 s SRl s e uf““l-{ 1S5 25 dlids LOL L 5 s o
Li 5 Ol (51 B Oln SRl 4 5 b el (6 e b DLy e Ol sl LSl o e
48 5l3 0L T Slidons 1 Jolor gl i (5l o6 5 52 51 0L 2iie Suldy 3 g0 Sy Ol (0l 220

33,8 (5 )5Ts a3 5 imn (Sl U 3 gty 0 (gliwd )3 e Jole Ll o Zul

ORIR 09

5 5Ll e S (gir 31 Kz s (LT dmsle ol (o 5 6 55 515 (63,218 o a3 51t ol
amalo 31w Al o o pas (SASSTL O e 5 iyl DLl )8 pioman 5 e 01> _oode Sl sl
G S gms oy do A3 el s (6,8 4sas Bl o L5 Y0 3ln bl o s andllas (g LT
Ll gl amale o)Ly Ktagy jaass 5 L5l ( BT (i) ol 3 eslizal s k5 5 o Solousl dieda
el 03§ oslial (glo i) 5 S| b (8 ged iy il ol iRsh 05 b pi Sl i slias
4 e 0 03zl 08 5 b amliae 5 ol Slas aalllan 5 olis Sl il a3 55 ols) b5l sk
23 ke glacsle 3o phze SVe 5 iy Olidosd jlokeT oty (laadl 3o 5550 53 plexrl & Oy ) shite
g Tl 03 8 aslinal a5 8 6;—5r~*—~‘4 b s SGSS 31 (S5 S (s i b B3I S e o
oo 3 eGmios Slsl 5 b Sl 4 by e SleMbl (58T ;;Uz;a@,‘Ruﬂjkﬁumw,ﬂs;
CMmn (L 5 s Dbl claolL 53 o ptizte SYlie (S andllae b 45 Sl 0y 8 oslizul (glaliuls”
ol 02 L;”T;Jfrﬂ Ml ¢ ale jame glalsle 5 Ml o 5 S5 gla folon SVe 48 sazes 5 oole
i onlizal (636 s ¢SS i besls s 5 4 2 (ol

o9 R Sadl
\~(M,>H,~),a;\~5;\;ou;)tﬁa{uwu\,_4;,“33\;i@j:@w.m,“5jsgm&,&:&\,u(w,;
5 olelis ke . dmdls HI8 dble JLo 10 I 2t (Ao ya Feyr) L85 VF 5 Jle VO B )Y (Ao n ¥Y,0) L5 )Y oJle
O ol 8 Sl 0ds (o s YV Jgl > o o el o o3lizal s S5 1 Il s (ol 6,58

! odwl (\)d)-\a-)b

K5 S 6 rn b By e Jige ad gl Sl go 5 juolis Slulid g (S5 (Slge chions (63 samus dhasus (Subul (Sulge




I s g e 38 (G BT b3 4ol fad
https://www.jvcbm.ir

(J9! 4> 50 (A1) O Fwl (SobT Ciwogi ) Jous

S Ol il ooy o Sobs laey 8
oY YY.¥ OS5 s e
FA.» \V.¥ Ob e Co e
¥o.» YY.F Lly,y Co
A\ Y)V.F Co p oy e
fy.. Y.y ol Sy e
Of.« V). SleMbl (g,5ls Co e
FF.. Yo ¥ ©osls Slaty
V.. A¥ Sl g
£5.. V0. ¥ Sl daw g
FF.. A¥ SELIL oyl b
FF.. ¥ (o) Kan b
£5.e \0.F 2! 5 ke sl
). Va.Y G315 56,5
0.+ 0.F Cno 6 S5
FF.. V4. F byl S
FF.. W.F s 5 i gl SobT
oY.. Vo F S8 5 enS oEws
oY+ LA O S laanl b oL
O \0.F Sl g
OF.« \5.F SBL g e
OF.+ \F.F onlie (glag 351 2l
0% VooF slolis
V.. \o.¥ Gl oyl
OY.. \5.F ol
£5.. V0. ¥ sl
FA.« \o.¥ ols,
Yo.. A¥F <ol

4, &R
"y, AN
Dby 554

oNiLY3

(LRI S e sla jastli 4 b gy o (Caal) Slael gl a0 et 55 s 0o QLGS (V) gt 55 aabl aseil

L Cade 1A ..\.Jzuijf?“)'l):‘f«é)ﬂjs)‘_;ﬁfﬂi»,

éﬂ}jﬂ‘&%bbb‘)\g}iﬁdﬁj;yQ}\dh“}y}ﬂudbu Z)xéjé%ﬁ‘%ﬁ&}ﬂ-@‘&@\dw




EE% 9 s 9 g0 30 @;TQ?:))' b fad
3 55 https://www.jvcbm.ir

&
05
"”vaw s-—,a;‘,o
BTt

(U814 o (09) JINS” 39185 o ¥ S
(Sig) s)ls sae 65T a5 | 93 IS el | JIuS” Blg s e

v FAY.N W YVA.

Ol S Sl ol v ye v QT‘_;)\;Lgl;MCEMJ~,\‘VAlebfééljs%féc(\’)d)kj\yb@w@@jL3
a5l £33 233 )3 asliiow 1 s &YL:CE.»): Lol eayls 595 las Jl al>= 0 55 ulf,a- Ok e s e

5,5 Iy
)"WL;LAJ,:AJ.»Q\};;@Gﬂsdj‘bf:t:u‘@EQafﬁ\j‘d_uﬁwwcgapsbfutiwﬂ.);
aMT(V)JJH\?)boT@\:‘JSw‘oﬁw)ﬁmuwﬁ)deﬁYar)b%f)b.ﬁobbﬁuﬁo\fk#

sl

(P99 Ao o (AIS) UK & U WRS Ful Skl Loyl ¥ Jou>

San Sl | gty 80 o5
0.« AR 4 LS, o ke
¥a.. \Y.F Ol i Sy ke
F¥.. A Llyy o pde
V.. A G p S ik
7 V¥ Sledbl (ks Sy ke
5.0 \o.¥ Gl Sl
FF.. VA Sl sl
oY \Y.F S ar g
¥F.. \o.¥ S glaayl b
£ V¥ () Km 3
4. LA !5 ke 4 s
0.+ \Y.F Cnio 56 S5
oFf.: A b,y sl S
7.0 Va.¥ s 5 5 gl ST
V.. \W.F S5 5 enS Bws
fo.: V5. ¥ S 5 oS launl b b
5.0 \o.¥ Sl g
5.0 VA B Rt
Y. \o.F cwlie slacg 351l
oY+ V¥ el

S S (6 e b byl Sy e s jise ad sl Glaadl gn 5 jolis SLals g (S5 (G colians (63 gazen dades ((Gulusl (Sulga




I s g e 38 (G BT b3 4ol fad
https://www.jvcbm.ir

4, &R
o
D s55 2
oNiu3®

Sre Ol | Lty S0 oy 55
fF.. Vo.¥ S i i
0.+ \Y.F Sl
V.. V2. ¥ s
V. 0.F ol
f7.. \7. ¥ ©lsb

4500 s S e S ri b et el ol o S0e e o7 sl LS la el Sl ke (o

(P95 A 3o (AO) SIS 38195 50 £ Jour

(8ig) s 4ls By 63T am s FIN g ool Jias” 38l s P

K Yo BARIY 7Y

531 e (U e Ol 4y Gils Ul o o sl 4y 4 5 8 1) e e e gemn ¢ A5 p s Al o aalitin
oJAT(a) d}u\.?')) QT@L’;:A.{C.M‘ ol R MLL.&...»AJ,:)J AASBAYQ r}.w 4l>-J.A)J A o:‘bua.:&pi.}'&lfj.d-

!

(po 4> o (A3) O 5> el Skl oy 0 Jyur

Slan ol gty Sl ey o5”
A, \F.F OLSLI8 s ke
feo W.F Ob i Cy ke
Y. \\Aj Llgy oy
Feo YA¥ Cp p o e
V. \Y.F SleMbl (ks Sy ke
Y V5. ¥ ©osls Slasy
of.: A¥ il gl
V. V¥ i) e s
oY 4F SEIL gladyl b
FF.. \E.F (i) K 5
fY.. A¥ 25 ke 4 b
5. VA Cnio 58 S5
5. \F.¥ B, sl S

éﬂ}jﬂ‘&%bbb‘)\;ﬂﬁdﬁj;yQ}\dh&ﬂ)ﬁ}ﬂu&bu Z)xéjé%ﬁ‘%ﬁ&}ﬂ-@‘&@\dw




S .
:; EE TGt S 0 38 (G ST (33 dob b
.e,,% .&“‘ij https://www.jvchm.ir

Slors gty Sk oy 55
fF.. YA Js 5 5 gl SobT
0F.+ A¥ S5 5 enS Bws
fo \0.F O 5 S slanl s bl
fo \WV.F Sty g
LA \0.F BIBRTEwRge-E
fF.. V5. ¥ el glags 351l
fo ¥ el
A« \0.F Sl oyl
A \WF Joles
Y. \WV.F sl
Y. Y).f ls,
f¥f.. \7.¥ EIELED)

5L I s IS Sl i b el ples Sl xSl e &8 5l OLiS b et ls Ol e 5 Klke oy

(Pgw 4> 30 (A3) JINS" 3O1g5 cup2 1 Jgur
6ig) sol> oo @357 a5 S el JIuS” Gl 5y o
o COB.F Y Voo,

S5 ul s i a8 sl dus s 44 Olirabl law 53 487 ol ol dmalone JILST 38155 a5 (B) s 3
ol 4 4 g b oSl odd i 55 G| das o 0L &7l 4Bl Rl 1 (Sl p g3 dlo po 4 S p g o

lodans 5 L5 BT 4 ba e 5550 33 O 5t o i Ol g5 o sl oy + V' Jgd BB ldie 4 G315 o

P98 9 J9l 4o o i JB mlaw 18 OB > WS Ol Y Jou>

oSl et | sl al o 5 be | g a0 o SSLs LR g™
0. \Y.F W.F Ol i Sy e
Foe \Y.F \V.¥ Jaa'b) g;ij.v‘ia
0. W.F A¥ G p syl
Yo Vo f \Y.F el (655l Sy ke
e 10.¥ V9. ¥ Sosks Slais

S S (6 e b byl Sy e s jise ad sl Glaadl gn 5 jolis SLals g (S5 (G colians (63 gazen dades ((Gulusl (Sulga




I s g e 38 (G BT b3 4ol fad
https://www.jvcbm.ir

4, &R
o
D s55 2
oNiu3®

S0k S | gl il o ik | st o S b asLs
Q- W.F A¥ Sl g
Y- \Y.¥ V¥ i) da s
A \0.¥ 4.¥ SEIE gl
Y V¥ \F.¥ () oKan b
0. \WF AF 2! S ke 4 sl
. \Y.F \W.F oo s S5
X s \F.¥ By sl S
A AE Va¥ YA s 5 i gl SobT
4 \W.F A¥ S5 5 eSS
- YA+ \0.¥ S5 5 oS sladnl b L
Y. \0.¥ \W.¥ Sl eI
Y.e- \W.F \0.f ShL sk i
e \0.¥ \5.¥ ol (lacg 51zl
A V¥ A.¥ sbels
Yoe- \5.f \0.¥ Sl sl
e \Y.¥ \W.¥ Sl
e YA+ W.F s
X O0.F Y\ ols,
ves \5.F \5.F D)

235 05) 3l S OOl AT s 4 ba e 5 o gt 55 O (S Ol (V) Uil s & a5 b
s on pladt 4y s pl pliy ooy 3515 O 5 das o LS
T s bly 5 Gljle gl ool slul L6 s (S mSU1 6 ke b BLT oy ke Jule ol le e

33 8 o &l () Jsir

(SS9 5N (S g b DL Co g S (2l S pdie A J9u

Laadl 5o =P ols el pols
OLS,I8 s ke
Ob e Sy e
Sl Jolse
Ly, &y e

SO (555l Cy e SPSS Jal 5o

e Jolse

éﬂ}jﬂ‘&%bbb‘)\g}iﬁdﬁj;yQ}\dh“}y}ﬂudbu Z)xéjé%ﬁ‘%ﬁ&}ﬂ-@‘&@\dw




EE% )lfjw.fc,q’ﬁu\o)b@}.f&j)' b fad
4 https://www.jvcbm.ir

G
iy s“”’a1°

Sosbe slady
ool Gl

) s Sliths Jol s

=
4,
g

SEIL slaas! b
Ko b

S Jol s

@S a5k
i sl S s
6 s Shs

Jgi 9 8 sl p ;:LAT

S8 s ewS o8

Sz J.a‘j& Slaa) J.a‘j&

Sljle b
S5 5 ewS glanl b bl

: — Sleile Jolse
Db s i

& Jol 52

slls

Sl slaw

e E-CRM

s

<sls)

takaly
L;‘)‘JB)

b 5 S8 4 G Je (s gy SSSTL 5 (S S i b Ll Sy e S Jalee (b L
DL (V) S 5 (s 533 4w 03057 5 ok plowil (la gy 2 51 g 2l Gl (o s0in ol oo il 05 8

Sl ol 031

SN 6 a b LUy e 390 adgl laadl go 5 jolie olald g (S5 Sge thios (63 goms domms (Sl (Sge




Pl YO grUVEYR VST @)ST 3l 4ol fad
https://www.jvcbm.ir

]
alE, ke
._';'.b.___i — u_f_m._,_! el 4/ e e
el e sl T
- [CRE N PLEE
g gle U_S}-_.
A le fhe s il

_,—" Gl oy e

o -
el s D gl Sl L ol L
JFLL o HESTH

S et gl bl

l._-r"]-_-i: B =T PN
b EM:I + _l—' Ll A

Sl st ...‘__Il—_u.b—' ol l S TAT

[N LR E s | by

!

sstst55
ORIR L (p9ehe S ) SO

S5 dm 9 Som

LSOl o7 ol outny 1,5 0T Olej cgy ol 5113 13 Spd8 Camd o o 5558 53 Ol 2e 53 0 (S)los e
Kumar & Kaur Mokha, ) azsl s s lsbs ol 2t o8 3 e S HKt b g dins a5 |y ol OLLLIL
el 0 (STl Caato 3 CulBy 4y e e (63LaBl 385 s 4 e slags sl 5 s Sl (2022
arl o JSKa b Gl LSl 5 Lokt Jlo 15k 3515 st (6135 e grames oSS 5 Sl 1SS 4 42 5 L
Sl ol eSOl 5 ol 4l ool 3 S 4 S s J o Ciibes S JUIS™ 3 oslizul b 0L j2ie &yl dilods
Wl gl lo 53 (STl Cris 53 and 9ok (5)ISTL p s N g T P T G RV POV
Jotes 1y ilies Jlazm s U Gy b 51 0L 2 4 (SOL ot ST 1)) and 05 (ST ool 5550
Sy o2 5 Obiie Sl o (A8 o oy Olge 4 015+ |, E-CRM.(Harrison et al, 2015) ol 0L ;22s
S50 L Wil eSS ol Jl s camss s (Kumar & Kaur Mokha, 2022) <58 L s Lol
L .(Harrison et al, 2015) 4uS™ 51 3, Ob i b teas seied Lol ) cdlio s U 5 b 5l aela YF Slous
& el gy Sl 21530 Jl 53 E-CRM b 51T (615 5 0L 2ie ol (6l ASL Sladst 5 gy 4 4 5
Dalir et al, ) el oge 5l LeSSL gl E-CRMOL j2ie 5 OUS LIS o g b g S S s
2017

S IDIC Juo .ol 645 8 auslin aodst jshay bl Jiags Jde b i E-CRM slade 5 ba S aslsl s

ar 515505 5 00 0580l Ob e pmied Lalgy o gl oy 4 Lo (Bl dnen i Yoo Jlo 53 520y 5 5y baw s

S S (6 mta b Bl oy ke e adsl slaadl go 5 polie glalid g (S5 Sulgn chionn (63 gomn doms ¢Skl (5lge




9 s S o 30 G.gqéT R331 Ml.id.aé
https://www.jvcbm.ir

2 ME 3T slize slal Ll s oo @11 (6 e (53525 55 5 hdm Suld ol e 3550 53 cage S 555 Lo ke
c e Jolye o8 s FIE-CRM  J1i8 5T ol ge adS™ 5,50 5103,8 cad 5315 0L j2ie Soglie gla jtu
S e 3 gy 4 G AT 3 gty Jike sy oo 5 4 (65,6 E-CRM (6,818 (slacaly (o) 2 5 Slojlo (sl
Iy Calzbes laduT 3 L5yl Je ool odas 15 o sl 53 1y O j2ie Lads g Coldr b S o ¢SS (g 20 b b5
b ) izn Lo o ot 5 ol ) gome T 5 rbatn 3,50 55 650 558 25050 51 65 as oo 15 Ly 35 0
o pde Coeal p ol Bags 55 edd @l e bl bled o ASTE G 51 2l s 53 E-CRM sls Coanl
3,03 A8 d,u‘_;w)ujﬁ)\f@l, Je .3 yls USG Gw;&j\ﬂkg,ﬂ,; g, (g i b b
cCRM)lH\;\WJALwd.,L«J\)saMGuLMé.“L» AS S 05 T s L LIS 5 S oSS S
CRM (5,5 CRM Sledbl CRM sladnT 3 ¢ Slojle (6, en (6 2t diad )l 4 25 CRM (g351 2l
L 5 oS (g 2t b LU, e Sllae Joetanl 03 55 Blowd Cants 5 Sl Jolse 58 de dko s Lol il o0
(5 s ode Jols 1y o1y &SSL o s> 53 E-CRM Sillas 530 Jolse o5 S 41,1 (Abdullah et al, 2016)
(Sm b Jalse Jia cpl ol oo Olsie (5 2k L3550 2bsl 5 (S ke DM (s (5 20 13 0§ bn Gl
ol (5,80 g 51 il K (Gudat, 2020) Jobo .ol 4 S5 i 5 1y sty Jolse 5 Cntes 0558555 ¢ Slo
ki Jde ol bl L0 Jgs &K b 548 g0 4 8 I8 4 S 5 sladnT 5 55l 3l (g5l i g1, S
Jolss il (b e 31 s sl 3ol S e s 5 65T 0 e el b ) el
358 oo o Sy
5l (Ao Jole 4 O 5 ol Al 5 (gl lalllas pLosl 3l oy 45 513 OLES 23 slaassly
e de adn S lelis Jue gladsly Ol 4 glaly 5 Culsy Jele 55 5 QIS 56 Jolse Ol gim ¢ Lol
Joolse dad 53 oy O 1 3 a0 (A5 553 4w plowl 1 ey Suls (1SS, Cmis )3 E-CRM (3L 5,35 oS
RS Jelse P o e B e L 8 Ol 5005 T 5 s S 3l sl el glee
(53 5SS (Sl polis 457315 U S Ol o oo e LSSl o) s 53 (S S (6 i b LIy e
J=158 S el 5 ool (3l (ol (ol 0 e Jol 32 Ol o b nio o in Sty
(Ahmadi et al, 2024) sla oy 5 L ia s ol gl dizes (S5 S (6 i b Byl Sy e 518 36
Kumar & Kaur Mokha, ) (Kaur Mokha, 2022) (Singh & Anuradha, 2022) (Gholipour domyeh, 2023)
Ebrahimi & Yegangi, ) (Rao & Reddy, 2021) (Naim & Faiz Khan, 2021) (Kumar et al, 2021) (2022
a2 3 iagss 5> (Kumar & Kaur Mokha, 2022) .5,ls &2l (Baskabadi & Tosli, 2021) (2021
53 0l e U Sde GY o b Lals) S g 535 6l S L Sl Olgie 4 (6 2t ol 5 (5 2k
alaly 55 Sllauly ( he Lulby 5 (6 ke 4 omed 5035 e 5 lsbis Jailyy oalad o7 disls Ol 5 b 8
56 Sladely or 5 Easn 3l ol (o2 il (S Lo eke LOT s (6 e 55055 5 E-CRM e
Wl 03 305 a5 Ol 2l \.:J?uv\.n.,\.b.]mb)Jwg\j&bg‘jhébﬂjgwwSM\JU&}:JAVA
9l ol Il s aew lalS 5 5l ool Gl wlis 55 &5 asls ol (Singh & Anuradha, 2022)

K5 S 6 rn b By e Jige ad gl Sl go 5 juolis Slulid g (S5 (Slge chions (63 samus dhasus (Subul (Sulge




I s g e 38 (G BT b3 4ol fad
https://www.jvcbm.ir

%, &5
‘ng.,ww 59\: a“
ONILND

L3I s Ll ) (S s LSS 5 Codlid (S b ctiilay o3 Culdy 3 il aos sl S 5 Sl 51
G Laolle s LacS 5 a8 danils Olo LadT .S Lds 1) LT uslsn 5 sl axdls O jzie b e SY b
Geiosd L35 el ol 457 cias b i Coa 0 5L O e 0 48T 5,05 5L (galgiie 55,0 5 Slslgiiy 3l (gl4s gezes
Olej 51l (6 i Dl yaml b Csllas (g1 Y gezoes 48 domt 53 5 O j2ie (bl S35 (gl 150 4s ulS
Jujauﬂ43Sd;l«_?‘_gﬁ,u.dL_CKM,ulu;‘_smudj;‘@ugl@?,wu&pp‘65u;lejuT
Olge 4o 408 das dir )3 daw diile wle (Slatdw 1 (631Un )5 (oo ot S jlie iSO o (Sl Lok
Elm ol slacas oS o s iload 1 8 5 55 UL s g sz 60 (6ME Gl dpamms &
odomy (S, Ob e 4 l5T 5 Sleds &yl pmman 5 Sde SV 5b &gl ¢S5 slau | (3l oyl 35 OLSK L
3ol Sl A0y S oo ey ot g Lalid il 3o 03w s 51487 313 0L T el 1 ol s
P p s Oln e ol g daly sl sl 5 o 52 55l (il 5T 55 guamen 51 O e (613 ool
1> ol Al s ael e G 5 03 5 ST o e o B e (5 e Tl p g Jule
D5 e Bl 5 Dlolgiiey Gai jledeT Gy il 4 42 55 L
6 it b BLo 51y e g 551 4 LSS ol (SLadUIST (o)l 3l p 5 plesl 5 mezs @
baley &b 5l Jals (gm0 ie LSl s Sy ke 5 0L e gl G35 5eT S s o
¢ Ks8I (g i b b3,y e ys slaz]
¢ OleMbl 4wt O g 350 gz 0L 2iee bj@y}&bgb)uhbs)bw}ﬁ .
¢ S5 S (g 2t b Lol o pite 53 48 i U (3lo 42 )L @
Ao b LUl Sy e Glag b RS 5 sns aby oLl s DLl Sy e (e Segr @
¢ S5 S
¢S i ‘_guwly_gb)bmsﬁwb‘_;\jdb)b‘_gjubutlaﬂmby .
HacSTl (e 5> ) g (6 n 4 g (oo fied (s >0 0
5SSyl b 5 lle 53 R g s e Dbt S5k 5 30k 5 83 Oljlo ogmi 43 @
e
¢ESSL 5T Gl b clize Ob zie b b 5 Coda (ba 50 Gds puns @
0L ke Sl o3 8 pa b el 51l (1 b 5 0L e S S50 031 oL sl
ftantily alasly 6 slml 5 ek )l O e 2S5 S 3e ol g s (51l S0
6, 31 pleze sla il 1) Cgar 0L e w0 &yl Sladst (gile Sliw @

‘J%Tgﬁ}g‘*"l‘i QL»J:'—A.?\)‘)C..LL» <9 > b)ﬁ)bu:ouéj\vb‘ob (]

fjﬁyduw}j‘d‘)‘bﬂo;@;'}}ﬁ{%uw}j‘ojula‘duéﬁ\f.ﬂ‘d;)&:

éj}jﬁ\&f.&ﬁl{bg)\\%xmx;f@j\ghd}n}fat&&bu :,x‘_gjéw‘wg:wm‘swlgw




9 s S o 30 @;T R331 MUJ.Aé
https://www.jvcbm.ir

Reference

Abdullah, S. S., & Manohar. R., & Manikandan, M (2016). Framing hypothesized model for CRM
practices banks: Aplication of confirmatory factor analysis, Department of Commerce, Ayya Nadar
Janaki Ammal College, India Volume 2, Issue 1 - February 2016 s ICTACT JOURNAL ON
MANAGEMENT STUDIES, FEBRUARY 2016, VOLUME: 02, ISSUE: 01, DOI:
10.21917/ijms.2016.0035.

Abu-Shanab, E., & Anagreh, L. (2015). Impact of electronic customer relationship management in
banking sector, International Journal of Electronic Customer Relationship Management, VVol. 9 No.
4, pp. 254-270. https://doi.org/10.1504/IJECRM.2015.074196

Adnan, A. Z., & Rahayu, A., & Hendrayati, H., & Yusuf, R. (2021). The role of electronic customer
relationship management (E-CRM) in improving service quality. Journal of Physics: Conference
Series, 1764(1). doi:10.1088/1742-6596/1764/1/012051

Ahmadi, B., & Vazifehdoost, H., & Aali, S. (2024). Presenting the customer loyalty model based on
the five senses with the mediating role of perceived value in the insurance industry. Journal of
value creating in Business Management, 3(4), 315-336. doi: 10.22034/jvcbm.2023.389182.1067.
(in Persian).

Al-Dmour, H. H., Algharabat, R. S., Khawaja, R., & Al-Dmour, R. H. (2019). Investigating the impact
of ECRM success factors on business performance: Jordanian commercial banks. Asia Pacific
Journal of Marketing and Logistics, 31(1), 105-127. doi:10.1108/APJML-10-2017-0270

Alhaiou, A. T. (2011). A Study on the Relationship between E-CRM Features and-Loyalty: the case in
UK, April 2011 http://bura.brunel.ac.uk/handle/2438/5172.

Al-Rfouh, A. (2019). Assessing Banks to Develop an Open Digital Marketing Approach for the Future
of the Bank. Electronic Business Journal, 18(3).

Al-Shoura, M. S., & Al-Kasasbeh, E., & Rabbai, R. A. Q. (2017). Investigating the impact of E-CRM
on customer loyalty: A case of B2B (Business to Business Zain’s customers) in Zain Company in
Jordan. Humanities and Social Sciences Series, 32(4), 9-40. DOI: http://dx.doi.org/10.35682/1574

Azila, N., & Noor Neeraj, M. (2011). Electronic Customer Relationship Management Performance: Its
Impact on Loyalty From Customers' Perspe-ctives. International Journal of e-Education, e-
Business, e-Management and e-Learning, 1(1), 1-6. DOI:10.7763/1JEEEE.2011.V1.29

Bachir, S. (2021). The evalouation of customer relationship management in the digital age and its
impact on banks, The EUrASEANS: journal on global socio-economic dynamics, 3 (28); May-
June.,on-line access: https://www.euraseans.com/.

Baskabadi, H., & Tosli, A. (2021). The impact of customer relationship management in banks, the
second national conference on management and electronic commerce, Tehran,
https://civilica.com/doc/1393619

Bezhovski, Z., & Hussain, F. (2016). The Benefits of the Electronic Customer Relationship
Management to the Banks and their Customers. Research Journal of Finance and Accounting, 7(4).
Corpus ID: 54968846.

Chocholakova, A., Gabcova, L., Belas, J., & Sipko, J. (2015). Bank Customers’ Satisfaction,
Customers’ Loyalty and Additional Purchases of Banking Products and Services. A Case Study
from the Czech Republic. Economia e Sociologia, 8(3), 82-94. d0i:10.14254/2071-789X.2015/8-
3/6

Dalir, M., Zarch, M. E., Aghajanzadeh, R., & Eshghi, S. (2017). The Role of e-CRM in the quality of
customer-bank relationship. Human Resource Management, 4(2), 12-22.

Das, S. K. (2012). Customer relationship management in banking sector: a comparative study of SBI
and other nationalized commercial banks in India. Journal of Economics and Management
(APJEM), Vol, 1,, 1(6), 62-82, 2278-0629. Corpus ID: 212491289

Dehghanpouri, H., Soltani, Z., & Rostamzadeh, R. (2020). The impact of trust, privacy and quality of
service on the success of E-CRM: The mediating role of customer satisfaction. Journal of Business
and Industrial Marketing, 35(11), 1831-1847. do0i:10.1108/JBIM-07-2019-0325. (in Persian).

Dhingra, M., & Dhingra V. (2013). Determinants of Electronic customer relationship management (e-
CRM) for customer satisfaction in the banking sector in India. African Journal of Business
Management, 7(10), 762-768. DOI: 10.5897/AJBM11.712.

K5 S 6 rn b By e Jige ad gl Sl go 5 juolis Slulid g (S5 (Slge chions (63 samus dhasus (Subul (Sulge




I s g e 38 (G BT b3 4ol fad
https://www.jvcbm.ir

Ebrahimi, M., & Yegangi, S.K. (2021). Electronic communication management modeling of
communication with customers (case study, banking systems), management and sustainable
development studies, first year, fourth issue, 1-28.10.30495/msds.2022.1949842.1032. (in Persian).

Gholipour domyeh, H. (2023). A Concurrent Optimization of Knowledge Sharing and Customer
Loyalty in Social Media under a Digital Marketing Approach. Journal of value creating in Business
Management, 2(4), 1-24. doi: 10.22034/jvcbm.2023.382900.1050. (in Persian).

Harrison, T. S., & Onyia, O. P., & Tagg, S. K. (2014). Towards a universal model of internet banking
adoption: initial conceptualization. International Journal of Bank Marketing, 32(7), 647-687.
DOI:10.1108/1JBM-06-2013-0056.

Hong-kit Yim, F., & Anderson, R. E., & Swaminathan, S. (2004). Customer relationship management:
Its dimensions and effect on customer outcomes. Journal of Personal Selling & Sales Management,
24(4), 263-278.

Joju, J., & Vasantha, S., & Manoj, P. K. (2017). Electronic CRM & ICT-based banking services: An
empirical study of the attitude of customers in Kerala, India. International Journal of Economic
Research, 14(9), 413-423.

Kakeshi, D., & AL-Weshah, G., & AL-Ma‘aitah, N. (2021). Maintaining Customer Loyalty Using
Electronic Customer Relationship Management (E-CRM): Qualitative Evidence from Small Food
Businesses in Jordan, studies of de applied economics, Volume 39-7, July 2021 // ISSN: 1133-
3197. Volume 39-7, July 2021 // ISSN: 1133-3197. DOI: 10.25115/eea.v39i7.4810

Kamath, P., Pai, Y., & Prabhu, N. (2019). Building customer loyalty in retail banking: A serial-
mediation approach. International Journal of Bank Marketing, 38(2), 456—484. doi:10.1108/1JBM-
01-2019-0034

Kaur Mokha, A. (2022). Examining the Interconnections Between E-CRM, Customer xperience,
Customer Satisfaction and Customer Loyalty: A Mediation Approach,Department of Commerce,
Delhi School of Economics, University of Delhi, India, https://orcid.org/0000-0003-0822-2807

Kumar, R., & Kaur Mokha, A. (2022). Electronic Customer Relationship Management (E-CRM) and
Customer Loyalty: The Mediating Role of Customer Satisfaction in the Banking Industry.
International Journal of E-Business Research. 18(1):1-22. DOI:10.4018/IJEBR.293292

Kumar, P., Mokha, A. K., & Pattnaik, S. C. (2021). Electronic customer relationship management (E-
CRM), customer experience and customer satisfaction: Evidence from the banking industry,
Benchmarking: An International Journal. Advance online publication. doi:10.1108/B1J-10-2020-
0528

Ling, R., & Yen, D. C. (2001). Customer relationship management: An analysis framework and
implementation strategies, Journal of computer information systems, 41(3), 82-97.

Mang’unyi, E. E., & Khabala, O. T., & Govender, K. K. (2018). Bank customer loyalty and
satisfaction. The influence of virtual e-CRM, African Journal of Economic and Management
Studies, 9(2), 250-265. DOI:10.1108/AJEMS-08-2017-0183

Metawa, S. A., & Almossawi, M. (1998). Banking behavior of Islamic bank customers: perspectives
and implications, International Journal of Bank Marketing, 16(7), 299-313.
https://doi.org/10.1108/02652329810246028 Middleton, F. (2020). Reliability vs Validity: What’s
the Difference? https://www.scribbr. com/methodology/reliability-vs-validity

Muhammad Abubakar, F., & Mohammed, 1. (2020). Mediting effect of customer satisfaction on the
relationship between E-CRM adoption and customer lotalty in Nigerian banks Sahel Analyst,
African Journal of Management (Vol.5, No.4 2020), Dept. of Business Admin. University of
Maiduguri.

Mulyono, H., & Situmorang, S.H. (2018). E-CRM and loyalty: a mediation effect of customer
experience and satisfaction in online transportation of Indonesia, Academic Journal of Economic
Studies, 4(3), 96-105.

Naim, A. & Faiz Khan, M. (2021). Measuring the Psychological Behavior of Consumers for Medical
Services, Zien Journal of Social Sciences and Humanities, 2, 119-131. Retrieved from
http://zienjournals.com/index.php/zjssh/article/view/316

Nitescu, D. (2015). Banking Business and Social Media — A Strategic Partnership, Theoretical and
Applied Economics, XXII, 4(605), 121-132.

é._.}}):g\t_gj:.iﬁl{bg)\qjimjf;}n@j\ghd}njﬂt&dbu Z)ﬁéjéw‘ngz}ANM“sM\ng




9 s S o 30 G.gqéT R331 Mlid.aé
https://www.jvcbm.ir

Oumar, T K., & Mang'unyi, E.E., & Govender, K K. & Rajkaran, S. (2017). Exploring the e-CRM - e-
customer- loyalty nexus: A Kenyan commercial bank case study, Management & Marketing.
Challenges for the Knowledge Society, 12(4), 674-696. DOI:10.1515/mmcks-2017-0039

Porter, M., & Heppelmann, J. (2015). How Smart, Connected Products Are Transforming Companies,
Harvard Business Review. October, 96-114.

Scullin, S., & Allora, J., & Lloyd, G.O., & Fjermestad, J. (2002). Electronic customer relationship
management: benefits, considerations, pitfalls and trends, Proceedings of the IS One World
Conference, Las Vegas, Nevada, April 3-5, CDROM.

Shakir Ali, S. and Kumar Varshney, P. (2021). An empirical evaluation on influencing factors of E-
CRM for banking sectors using analytical hierarchical process, International Journal of
Management (IJM),Volume 12, Issue 8, August 2021, pp. 14-21, Article ID: IJM_12_08_002,
https://iaeme.com/Home/issue/1IM?Volume=12&Issue=8

Singh, B. and Anuradha, L. S. (2022). E-CRM practices and customer satisfaction in insurance sector,
Saarj Journal on Banking & Insurance Research (SJBIR) ISSN: 2319-1422 Vol. 11, Issue 04, July
2022 SJIF 2022 = 7.852 5 A peer reviewed journal

Singh, S., & Chauhan, K. (2018). E-CRM and Customer Satisfaction An overview of Banking Sector.
CPJ Global Review, 10(2), 86-89.

Tariq, M., & Jamil, A., & Ahmad, M. S., & Ramayah, T. (2019). Modeling the effectiveness of
electronic customer relationship management (E-CRM) systems: Empirical evidence from
Pakistan. Journal of Management and Technology, 19, 77-100. DOI:10.20397/2177-
6652/0.v0i0.1747

Vidya, M., & Shanthi, R. (2021). Analyzing Electronic Customer Relationship Management (e-CRM)
Performance of Public Sector Banks in Chennai City, psychology andeducation (2021) 58(1):
2215-2227 ISSN: 00333077. DOI:10.17762/pae.v58i1.1099

Xu, M., & Walton, J. (2005). Gaining customer knowledge through analytical CRM, Industrial
management & data systems, 105(7), 955-971. DOI:10.1108/02635570510616139

Yamuna, G. (2020). A study on the customer satisfaction among the users of online banking services,
International Journal of Advanced Science and Technology, Vol. 29 No. 4, pp. 647-653. Retrieved
from http://sersc.org/journals/index.php/IJAST/article/view/6482.

Zaim, H., & Ramdani, M., & Haddi, A. (2020). E-CRM success factors as determinants of customer
satisfaction rate in retail website, International Journal of Computer Information Systems and
Industrial Management Applications, 12, 82-92.

Zineldin, M. (1995). Bank-company interactions and relationships: some empirical evidence,
International Journal of Bank

K5 S 6 rn b By e Jige ad gl Sl go 5 juolis Slulid g (S5 (Slge chions (63 samus dhasus (Subul (Sulge




