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ABSTRACT:

The study aims to investigate the effect of the “CRM dimensions on the
organization performance in commercial banks in Egypt when introducing the
“Quality” of this communication as an intermediate variable. The population of the
study is comprised of marketing managers, general managers in commercial banks
in the greater Cairo area (Cairo, Giza and Qualioubia governates), given that they
have been occupying the post for at least three years; the population size is 1153
managers. A random sample of size 237 managers was selected, and questionnaire
was constructed and completed by sample elements. The questionnaire was
composed of 44 items that represent five dimensions: financial performance,
customer performance, Internal process performance, and Learning and growth
performance. It was assumed that each dimension is affected by four independent
variables that represent Organizational Performance; these variables are: emphasis
major clients, CRM organization, Knowledge management, and Technology-based-
CRM. Statistical data analysis was performed, using correlational analysis to find
out if the independent variables are correlated or not; factor analysis to reduce
dimensionality, and Path analysis to discover the relationships between all
independent variables and how each predictor affects the dependent dimension using
the intermediate variable. The study found that there is a direct effect of CRM
dimensions on the organization performance and the use of “Relationship Quality”
increases the direct and/or the indirect effects of the predictors on the studied
dimensions. In the “Customer performance”, the most effective predictor was
“Technology-based-CRM”; followed by “Knowledge management *‘; then emphasis
major clients” and “CRM organization” was last. The most effective predictor on the
on “Communication Quality” was the “Customer performance”, followed by the
“Financial performance”, then the “Learning and growth performance” and the
“Internal process performance” was last.

Keywords : Customer relationship management; Organizational Performance;
Financial Performance; Relationship Quality; Electronic Customer Relationship;
Internal Process Performance; Learning And Growth.
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