. .

4 el g ddlall & gandl dlaa

o ¥

YorY asish— aql gl amdl — (YY) alaal)

S B Busmdl) Cilgal e Lo S eSaad) clile By LAk
VLAY clSpdn Jeandl 4uadl) ABLEL Javagl) gl : A8l Baga

Haad

The Impact of Electronic Customer Relationship Management
across Digital Marketing Tools on Relationship Quality: The
Customer's Digital Culture as a Mediator, An applied study on

Egyptian Communications Companies

S e paldy) [a
Jee ¥ B13) Gua

4 ) cila gl alii and - 3 juadly due gl il Al 3gaa

527




3 o a8l sedll Gl gl pe L g 5K e Slaad) e 5 la) Ll
Gode ol /o A

tdpal) (adla
9 ¢ ad ) Bagull gl oo L SY eand cilBle Byla) Sl LaS) Al cdaa

GLg Jrartls Aagilly duig SN ciladil) Bagag cdule iilly codall) Jalse 1 Ao claidl
Yolly (Adilly (Ll )dsardl g ABad Bagy Ao (LigSl eDlead) dasd cduagadlly
e Bylaf alagl G ABad) b Jrandl dadd ) ABUEN Jasgl) pal) LA 13S9 o9 580
(aaad) aa A8l Saga dlanly Luig Sl eDlaal)

lgaaa Lis A (e Lgalib zan Ay cduaall 5018 laiind) daild Ao duf)al) ciagic)
(isogly eNlaily (Odlag) Al Ljaal) CHLAWY) Gl sdas (e (Bode £44)
YA e AL Ganall Ao andiy Al A addieead) ubidl) gl HLad) a3 3By (09
¢ AMOS.V.23 galiy aladiuls 4ullly Ag¥) da)al) e (CFA)saSsll Jalal) Julas
Ayl b SLEAY ladl Julady (AdSgl) Alalaal) dadai cogbad aladiuf A3 addy

Ligsl) edlaad) clBdle BN (alaly Ggina dlia Bl 392y () Al il Cileas
Loyl e 18l sl 5ol o OMSs  Aabal) Jae AL Juand) ae ABal) Baga Ao
Apagadlly Gl el e B Aaig sty lerdl) Bagayg cdule Lally cdal) g ASY)
ARSI AR o Ugina Db il Jaenlls dagilly ccadally cLig p<l) odlanll dasd ol
Jaandl Aagil) cdally (daig SV cileadd) Bags g SN oYl Ao LG ESY) oSy
Bpalse Ll cpillll a8 J34 (e Bootstrapping ikt cisfy duagadlly ol
GlBe ) dlagl Gl G ABal) B Jraell daad)l) ABEN Jasagl) aal) asag daginall
L9 AN eNglg (Aillg (L) e Juand) Baga dlauly Lig Sl edlaal)

Baga coabl) Gagedl) (Liig Sy eDlanll e 83 ¢sdlaad) clidle :dualidall cilalSl
N il Jaanll Luad ) ABLELY (AEMal)

528



[=]
=

=
=

% YOXY agiSi  agll asad) (Y F) alaall — A adll g Adlall & gagl) Al

Abstract:

The study aimed to investigate the Impact of Electronic Customer
Relationship Management (E-CRM) across Digital Marketing Tools, which
included six factors (attraction, Interactive, quality of e-services,
Orientation to the customer, Safety and privacy, Online customer service)
on Relationship Quality (e- satisfaction, e-trust, e- loyalty). as well, Testing
the mediating role of the customer's digital culture in the relationship
between the dimensions of E-CRM and the dimensions of Relationship

Quality (RQ).

The study relied on a questionnaire as a tool, and its data were
collected from a sample size of (400) customer of Four Egyptian
Communications Companies (Vodafone, Etisalat, Orang, Wee). The
measurement model in the current study was tested by evaluating the
structural validity evidence through analyzing the confirmatory factor
analysis (CFA) of the first and second order using at AMOS.V.23 program.
Structural equation modeling (SEM) and path analysis were used to test
the study hypotheses.

The research results showed That there are positive significant
direct effects of electronic customer relationship management on
Relationship Quality of customers in companies under study. One of the
most dimensions affecting e-satisfaction is attraction, interactivity, and
the quality of e-services. While safety and privacy, then e- customer
service, attraction, and customer orientation have a direct significant
effect on electronic trust. The most influential on e- loyalty was the quality
of e- services, attraction, customer orientation, safety and privacy. The
results of bootstrapping, through the values of significant indirect effects
confirmed the mediating role of the customer’s digital culture in the
relationship between some dimensions of electronic customer
relationship management and dimensions of relationship quality from e-
satisfaction, e-trust, and e-loyalty.

Key Words: Customer Relationships, Electronic Customer
Relationship Management, Digital Marketing, Quality

Relationship, Digital Culture of customer.
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