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Abstract

One of the challenges facing most of the growing organizations is the lack of a strategy for customer relationship
management (CRM) in the organization. The execution and implementation of CRM is no easy task and requires
learning new management skills and substantial changes in the organization and organizational culture. This is
an applied research by nature and a descriptive and correlational type of research in terms of data analysis
method. The study population includes the customers of the Bank Mellat branches of Bandar Abbas with a
sample size of 384 customers. The data have been collected using a self-made questionnaire designed based on
the principles of e-CRM and the validity and reliability of the questionnaire have been confirmed. Its reliability
has been confirmed with Cronbach's alpha coefficient of 0.813. The data have been analyzed using Kolmogorov-
Smirnov test, Student t-test and Friedman test by help of SPSS software.

The results showed that the four factors technology, strategy, personnel and processes are among the factors
influencing e-CRM in Bank Mellat branches of Bandar Abbas. Among these four factors, technology has the
highest mean and the first rank, strategy has the second rank, and personnel and processes have the next ranks
respectively.

Keywords: Management, Customer Relationship Management, Customer
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