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ABSTRACT

The current research aimed is to measure the direct and indirect
effects of the dimensions of The Brand Heritage (the track record,
longevity, basic values, the use of symbols, history) on customer
loyalty in its dimensions (latent loyalty, real loyalty) by mediating the
quality of customer relations in its dimensions (customer trust,
customer commitment, customer satisfaction), through its
application On the customers of telecom companies in Dakahlia
Governorate.

To achieve the goal of the research, a questionnaire was relied on
using a regular random sample, where (348) valid forms were
collected for statistical analysis using the two SPSS V.25 programs to
test direct effects, in addition to the Amos V.23 program to test the
indirect effects.

The results concluded that there is a positive moral effect of of the
For the quality of electronic customer relations on customer retention,
I also found a positive significant effect of the electronic spoken word
on customer retention, and the results confirmed the presence of a
positive significant effect of the quality of electronic customer
relations on customer retention. In addition, there is an indirect

positive significant effect of the quality of electronic customer
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relations on customer retention when mediating the electronic word
of mouth.

In light of the results of the study, a set of recommendations were
suggested that could contribute to building and strengthening the
quality of electronic customer relations and the customer relations.
Keywords: Quality of electronic customer relations, Electronic word of

mouth, customer relations.
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