I R H D I University of Kirkuk Journal For Administrative

Acadomis Seloniific Journals and Economic Science (2024) 14 (3): 96-107

UKJAES ISSN 2222-29%
etk | VeSO Kirkuk Jourmal For Administratie
Iniversity of Kirkuk Journ:

For Aduizistiative and Economic Science
and Economic Seience

Hassan Safaa Adel & Mohammed Ahmad Hani. The Role of Electronic Customer Relationship Management in Improving
the Electronic Services Quality of: An Exploratory Study of a Number of Banks in the City of Mosul. University of Kirkuk
Journal For Administrative and Economic Science (2024) 14 (3): 96-107.

The Role of Electronic Customer Relationship Management
in Improving the Electronic Services Quality of: An
Exploratory Study of a Number of Banks in the City of Mosul

Safaa Adel Hassan', Ahmad Hani Mohammed?

(.2 University of Mosul, Mosul, Irag

ahmed_hani@uomosul.edu.ig?
safaa.ha4477 @student.uomosul.edu.ig?

Abstract: The aim of study is know the role of e -customer relationship management
with its dimensions represented by (technological support, online communication,
knowledge management),in the e-services quality with its dimensions (responsiveness,
website design, ease of use, system provision and accessibility, reliability
trustworthiness and privacy (learning capabilities, communication capabilities, cultural
capabilities and creative capabilities).The field of study is represented by a number of
banks in the city of Mosul government (Al-Rafidain Bank, Al-Rasheed Bank) and
private (Islamic Money Investment Bank, National Bank of Iraqg, Iragi Islamic Bank,
Taif Exchange Company) with (141) respondents from employees in the banks. The
study depends on the descriptive analytical approach, with the use of the questionnaire
as the main tool for collecting data related to the field aspect, in addition to conducting
personal interviews, and influence relationships are analysed in addition to the
differences between its variables, to answer the questions related to the study problem
and reach the objective goals, and in order to process the data and information, many
statistical methods are used, namely (frequencies, percentages, arithmetic means,
standard deviations, and confirmatory factor analysis) by adopting ready-made
statistical programs (SPSS. V26) to test the study hypotheses and verify their validity.
The study concludes, according to the results of the statistical analysis, a number of
conclusions, the most important of which is the existence of a correlation and a
significant effect at the macro and micro levels of electronic customer relationship
management on the quality of electronic services. In light of the results reached by the
study, a number of proposals are made, the most important of which was the necessity
of supporting electronic customer relationship management programs in order to
increase the value for customers and achieve their loyalty and satisfaction with the
service provided, thus achieving profitability for the organization.
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