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Abstract

The study aims to identify the impact of Electronic Customer
Relationship Management (E-CRM) on the Business Customer
Loyalty (BCL), through a field study on the customers of Al-Ezz
Industrial Group of Companies in the Arab Republic of Egypt,
and the descriptive analytical approach was used for this purpose,
and the survey list was relied on as the main tool for data
collection, and (410) survey lists were distributed to the study
sample consisting of customers of Al-Ezz Industrial Group of
Companies in the Arab Republic of Egypt, and the use was SPSS
statistical analysis software to process and analyze data.

The results of the study found a positive moral impact of the
independent  variable  electronic  customer relationship
management through its independent dimensions of strategic,
organizational, operational, and technology dimensions on the
Business Customer Loyalty through its dependent dimensions of
the Situational Loyalty dimension for business customers, and
Behavioral Loyalty for business customers, and Cognitive
Loyalty for business customers.

The study also recommends the need for business organizations to
pay attention to the adoption of electronic customer relationship
management through its strategic, organizational, operational, and
technological dimensions, to gain the loyalty of their customers,
by increasing their situational, behavioral, and cognitive loyalty

towards the organization.

Keywords: Electronic Customer Relationship Management,
Business Customer Loyalty.
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