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Abstract

This study is mainly concerned with investigating and
analyzing the relationship betweeninformation Technology (IT)
and the performance of customer relationship management
(CRM) in the commercial banks in Egypt. More specifically, the
study seeks to identify the various uses of IT customer
relationship management, the main financial, human,
technological, organizational, and managerial barriers that would
hinder the effective applications of IT in CRM.

Based upon the relevant literature review, the exploratory
study conducted in the domain oh commercial banking services
in Egypt, the researcher could identify the problem of the current
study as follows: weak knowledge and poor applications of the
IT in areas of CRM in the commercial banks in Egypt (i.e., bank)
in away that can not improve the performance CRM. The study is
based on a number of hypotheses that be tested statistically.

The Target Population of this study consist of 259 members
including all the senioe and middle managers of CRM
department in commercial banks under investigation. Because of
its small size, the entire target population was surveyed vie the
census method.The needed primary data for this study were
collected by the survey method. A set of well-designed
questionnaire were used to gather the required data via the
personal interviews.Each questionnaire included 107 variables
developed in relation to the study problem, question, and
objectives. The response rate was 79%. The collected data were
analyzed by different multivariate analytical techniques (i.e.
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Alpha correlation coefficient, Factor Analysis. Multiple
discriminate Analysis, Multiple Regression Analysis and One-
way ANOVA). Inaddition,the research hypotheses were tested
statistically by t-test, f-test, Chi-square and contingency
coefficient.

Reliability and validityof all measures used in the survey
were assessed statistically to reduce measurement errors. The
outputs of reliability and validity assessment showed that only 76
variables out of 107 variables are reliable and valid, and used in
the further analysis.

Finally,there is a strong relationship between IT
infrastructure, usage areas and performance of CRM measured
by both financial and marketing indicators, taken together.
However, not all IT infrastructure and its usage areas have
significant relationships with the performance of CRM, taken
separately
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