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Objective: The objective of this study is to design and explain a model of
electronic customer relationship management (E-CRM) aimed at increasing
customer loyalty in private banks in Iran. Methodology: This applied
research employed a descriptive-survey method, incorporating both
qualitative and quantitative approaches. A Delphi panel consisting of 35
experts from private banks contributed to identifying key E-CRM variables.
In the quantitative phase, a sample of 384 bank managers and senior experts
participated through a questionnaire. Structural equation modeling and PLS
software were used for data analysis, ensuring a robust model fit and
validation through reliability tests like Cronbach's alpha. Findings: The study
identified critical influencing factors for E-CRM, categorized into human,
technological, and organizational components. The model showed significant
positive impacts on customer satisfaction and loyalty, with technological
factors like IT management being the strongest predictors. Customer
interaction, value creation, and organizational readiness for change also
demonstrated notable influences. The findings support the integration of
technological advancements and customer-centric approaches in private
banking. Conclusion: The developed E-CRM model effectively enhances
customer satisfaction and loyalty in the private banking sector. By focusing
on human, technological, and organizational factors, private banks can
improve long-term relationships with their customers, fostering increased
loyalty. These insights highlight the need for continued investment in
customer relationship technologies and staff training for optimal E-CRM
performance.
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EXTENDED ABSTRACT
Introduction

The increasing complexity of customer behavior, combined with advancements in technology, has
reshaped how banks manage customer relationships, particularly in the private banking sector. The shift
from traditional customer relationship management (CRM) to electronic customer relationship
management (E-CRM) reflects a growing need for customer-centric approaches in banking. E-CRM
focuses on integrating technological tools to manage customer interactions efficiently, aiming to enhance
customer satisfaction and loyalty. In recent years, the banking industry has recognized the importance of
adopting E-CRM as a competitive advantage, especially in light of the dynamic nature of customer
expectations and the competitive pressures in the sector (Abu-Shanab, 2015; De La Castro et al., 2014).

The rapid changes in customer preferences, driven by technological advancements, have rendered
traditional CRM approaches insufficient. CRM systems are reactive and lack the flexibility required to
cater to the modern, digital-savvy customer. This has made E-CRM an essential tool for private banks,
enabling them to adapt to the evolving business environment. E-CRM not only allows for better customer
engagement but also improves the internal operations of banks by streamlining customer data
management, thereby increasing the likelihood of customer retention and loyalty (Naim et al., 2021; Naim
& Algahtani, 2022).

Previous studies have emphasized the critical role of E-CRM in enhancing customer loyalty, but
there remains a gap in understanding the specific factors that contribute to successful E-CRM
implementation, particularly in the context of private banks (Al-Dmour et al., 2019). This study seeks to
design and explain an E-CRM model tailored to the needs of private banks in Iran, focusing on the human,
technological, and organizational components that influence customer loyalty.

Methodology

This study employed a descriptive-survey method within an applied research framework,
incorporating both qualitative and quantitative approaches. The qualitative phase involved a Delphi panel
with 35 experts from private banks to identify key variables of E-CRM. In the quantitative phase, data
were collected from a sample of 384 bank managers and senior experts using a structured questionnaire.
The data were analyzed using structural equation modeling (SEM) with PLS software, which helped
validate the model through reliability tests, including Cronbach's alpha. The final model aimed to
categorize influencing factors into human, technological, and organizational components and measure
their impact on customer satisfaction and loyalty.

Findings

The results showed that human, technological, and organizational factors significantly impact E-
CRM. Among these, technological factors, particularly IT management, emerged as the strongest
predictor of E-CRM success. The study revealed that effective IT management improves customer
satisfaction and loyalty, highlighting the critical role of technology in modern customer relationship
management.
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Human factors, such as employee training and customer relationship management practices, were
also found to be essential for E-CRM success. Banks that invest in staff training and foster a customer-
oriented culture tend to achieve better customer engagement and loyalty outcomes. Organizational factors,
including organizational readiness for change and value creation processes, were also identified as
significant drivers of E-CRM effectiveness.

The study’s SEM results confirmed the positive impact of these factors on customer satisfaction,
which in turn strongly correlated with customer loyalty. The model fit indices were satisfactory,
supporting the validity of the proposed E-CRM model.

Discussion and Conclusion

In this study, a model of electronic customer relationship management (E-CRM) was developed
and explained, specifically within the private banking sector. Based on a literature review and expert
consultations, three main categories of factors—causal, contextual, and organizational—were identified
as key influencers on E-CRM. Additionally, customer satisfaction and loyalty were established as primary
outcomes. These categories were confirmed through three rounds of Delphi analysis.

The study excluded "learning and innovation™ from the contextual factors. Key influencing
elements in E-CRM were identified, including human, technological, organizational, support, cultural,
and industry factors, along with customer segmentation, customization, interaction, and differentiation.
Among these, interaction ranked the highest in importance, followed by technology, culture, industry
factors, customization, human factors, organizational design, customer identification, and segmentation.
The structural model demonstrated that all variables had significant positive impacts on E-CRM. Human
factors, such as relationship management and customer opportunity management, were found to have
significant impacts, aligning with previous research (Bachir, 2021; Naim et al., 2021; Naim & Algahtani,
2022). Banks effectively used relationship management to analyze customer behavior and develop
strategies to enhance customer value. They also ensured ongoing customer engagement through
opportunities for self-reliance, such as customer inquiry systems. Technological factors were similarly
impactful, with IT management showing a notable role in E-CRM effectiveness, supporting previous
findings (Kaur Mokha, 2022; Kumar & Kaur Mokha, 2020). The use of IT systems and data mining improved
customer-centric approaches, while support systems helped integrate all operations in E-CRM processes.

Support factors, such as procurement processes and value creation, were crucial, with top
management support playing a key role. The complexity of traditional value assessment highlighted the
need for modern processes to maximize customer value. Cultural factors, such as customer-oriented
organizational structures, were also significant, echoing findings from previous studies (Gudat, 2020; Kaur
Mokha, 2022; Khan et al., 2020; Kumar & Kaur Mokha, 2020). These factors fostered profitable customer
relationships through flexible and strategic organizational frameworks. Industry factors, particularly
competitive features, showed the importance of research development and responsiveness to customer
needs within the competitive banking environment. Organizational factors like readiness for change were
essential for adapting E-CRM strategies. Continuous adaptation of organizational structures and vision
alignment was found to be critical for success. Customer-related factors, such as market segmentation and
communication, also had significant impacts on E-CRM. Effective customer information systems helped
banks attract and retain clients while reducing costs. Strategic planning and monitoring were crucial for



implementing E-CRM in banking operations. Finally, the study found that customization, interaction, and
differentiation played key roles in customer satisfaction and loyalty. Banks that allowed customers to
customize their services were better able to meet preferences, fostering long-term loyalty. Interaction
management, supported by IT systems, ensured better customer engagement, while differentiation allowed
banks to meet individual customer needs.

The study confirmed that E-CRM significantly improved customer satisfaction and loyalty.
Customers felt valued when banks addressed their needs and resolved problems promptly, increasing trust
and long-term satisfaction. This relationship between customer satisfaction and loyalty was aligned with
earlier findings (Kaur Mokha, 2022; Kumar & Kaur Mokha, 2020; Naim et al., 2021).

However, the study acknowledged certain limitations, such as the inability to generalize findings
beyond the banking industry due to the sample's specificity. Further suggestions included enhancing staff
training, improving data analysis systems, and integrating multiple communication channels for better
customer relationship management. This research highlights the critical role of E-CRM in banking,
suggesting that continued focus on technology, human resources, and organizational adaptation is
essential for maintaining competitive advantages in customer loyalty.
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