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Abstract

The Relationship between Electronic Customer Relationship Management

(E-CRM) and Customer Loyalty in Banks Operating in Palestine

This study aimed to highlight the use of modern electronic banking applications in customer
relationship management, in order to find out "The Relationship between Electronic Customer

Relationship Management - ECRM and customer loyalty in banks operating in Palestine."

The study used the analytical (quantitative) descriptive approach, and relied on the theory of
“Social Exchange”, “Unified Theory of Acceptance and Use of Technology — UTAUT”, and
the literature of previous studies in interpreting the results of the research and building the
study model. A questionnaire was used for collecting data from the study sample of 380 clients
of banks operating in Palestine. Out of which 350 reponded. SPSS and ANOVA programs were

used to analyze the data and test the study hypotheses.

The results of the study concluded that there is a direct positive relationship between electronic
customer relationship management with its dimensions (quality of service, personal
communications, ease of use, returns and rewards) and customers loyalty to their banks. It also
showed that the most important advantages and rewards from the respondent’s point of view
towards the services provided by their banks through the electronic relations management
channels is to save the effort of going to the bank branches, in addition to the feeling of
satisfaction and comfort. The results of the study also revealed that the most prominent
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electronic banking channels used by bank customers, which they consider highly beneficial,
are the ATM service, SMS text messages, mobile banking application, customer service center,

internet banking, website and social media platforms.

The study also revealed that the majority of bank customers in Palestine have access to the
Internet and its applications at all or most of the time. Which means that, the environment is
suitable for banks to take advantage of the electronic banking services through the Internet, and
to create an integrated base of electronic relationship management channels, in order to

enhance communications with their customers and build long-term relationships with them.

On the other hand, the study also revealed the existence of a statistically significant correlation
between customers’ loyalty to the bank they deal with and the returns, rewards and additional
services provided by this bank when using electronic channels. These rewards can be discounts,
in-kind gifts and other offers. The study also showed that the higher the returns, rewards and

additional services provided by the bank to customers are; the higher their loyalty will be.

Keywords: Electronic customer relationship management ECRM, customer loyalty, banks

operating in Palestine, public relations, returns and rewards.
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