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Abstract

This study aimed to examine the impact of electronic customer relationship
management (independent variable) with its dimensions (service quality,
information, loyalty programs, and customer support services) on customer
retention (dependent variable) with its dimensions (repurchase intentions and
positive word-of-mouth). The study was applied to mobile phone companies in
Dakahlia Governorate. An online questionnaire was used to collect data from
customers of these mobile phone companies, designed using Google Forms. The
total number of valid responses was 410. Path analysis was applied to test the
study hypotheses using Warp PLS 8 software. The results indicated a significant
correlation between electronic customer relationship management and customer
retention.

Keywords: Electronic Customer Relationship Management, Customer
Retention.
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