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Abstract:

This research aims to identify the Impact of Electronic Customer
Relationship Management (E-CRM) on Electronic Customer
Satisfaction by applying it on the customers of 102 Tourism Companies
includes two companies that have high market value where customers
practice electronic booking for tourism services on their websites in
Giza, Egypt. The sample of the research consists of 423 customers, and
to achieve the research objectives, three hypotheses were formulated. To
verify those hypotheses, the researcher depended on a group of
statistical methods such as: the descriptive statistics, Stepwise
Regression, Mann-Whitney U-Test. The results of the statistical analysis
revealed a statistically significant medium positive correlation between
the two dimensions: Level of customer support services, privacy and
security; and Electronic Customer Satisfaction.

Keyword: Electronic Customer Relationship Management — Electronic
Customer Satisfaction — Tourism Companies — Egypt.
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