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Abstract:

The growing development in the electronic market has been exploited in
building relationships between companies and their customers, which is
known as Electronic Customer Relationship Management (E-CRM). Where
the Internet allows buyers from all over the world to share opinions and
comments about the product, which is an important and dangerous matter
that requires the attention. In order to clarify this, the study aimed to identify
the relationship between the strategy of electronic customer relationship
management (E-CRM) and its impact on the competitive advantage of Star
alliance airlines through customer satisfaction - applying to Egypt Air. The
study was applied to a sample of 355 clients, using a questionnaire prepared
for this purpose.

The study concluded a number of results, the most important of which is
the existence of a positive moral relationship between the dimensions of
CRM (customer attraction, customer classification, creating added value for
distinguished customers, maintaining customers), and the competitive
advantage of the organization with its dimensions (coordination and
integration, excellence and quality, reducing costs, innovation and
continuous development), through customer satisfaction.

Keywords: Customer relationship management, E-marketing, E-customer
relationship management, Competitive advantage, Customer satisfaction.
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