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Abstract:

This study aims to examine the impact of adopting Electronic Customer Relationship
Management (E-CRM) on enhancing the market share of the National Bank of Algeria —
Tebessa Agency. To achieve this objective, the interview method was used as the main
data collection tool, through conducting interview with a group of bank employees,
particularly customer relationship officers, in order to obtain accurate insights into the
implementation of these systems.

The findings of the study revealed a significant impact of adopting E-CRM, reflected in
improving the quality of interaction with customers, accelerating response times to their
requests, and providing personalized services that meet their needs, which contributed to
enhancing customer satisfaction and loyalty. The results also showed that E-CRM
components, such as the website, search functionality, customer support, and service
personalization, play an effective role in attracting new customers and retaining existing
ones, which positively influenced the growth of the bank’s market share.

Keywords: Electronic Customer Relationship Management,
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