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The present study aimed to design an Electronic Customer
Relationship Management (E-CRM) model in private banks. The
research was descriptive-exploratory in terms of its method and
applied in terms of its purpose. The statistical population in the
qualitative phase included banking industry experts consisting of
chief managers with a minimum of ten years of working experience.
Sixteen experts were selected by purposeful sampling based on the
theoretical saturation rule. The statistical population of the
quantitative part included all employees of private banks in Tehran
(1172 people), of which 230 people were randomly selected based on
Cochran's formula. Semi-structured interviews and a researcher-
made questionnaire constituted the data collection instruments. The
coding method in the qualitative phase and structural equations
modelling (SEM), run in the SMART PLs? software, were used to
analyze the data. The qualitative results led to identifying causal
conditions (individual and organizational factors) and E-CRM
consequences as the axial category of the research, environmental
factors as the intervening conditions, E-CRM (Electronic Customer
Relationship Management) fundamentals as contextual conditions,
and E-CRM success strategies and consequences as the E-CRM
strategies and consequences. Likewise, the SEM results revealed that
the most effective strategies for E-CRM promotion in the banking
system involved five general strategies: implementing knowledge
management associated with customer relationship services,
structural agility, and promoting technological culture, professional
training and skills, and social capital.
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EXTENDED ABSTRACT

Introduction

Concurrent with the development of Information and Communications Technology
(ICT), many economic enterprises seek to implement CRM electronically by exploiting these
technologies. E-CRM is a commercial approach to acquiring a long-term competitive
advantage by optimizing the time and customer delivery quality and simultaneously
extracting business values based on digital and electronic tools. E-CRM enables enterprises
to establish long-term relationships with profitable customers as keys to profitability in the
modern dynamic market by recognizing them and their needs, demands, and preferences.
Using E-CRM and benefiting from its outcomes can effectively help with promoting service
quality and thus bring about customer trust and satisfaction. E-CRM aims to improve
services by building strong relationships with customers at appropriate times.

Since the basis of forming and strengthening relationships with customers is data and
information obtained from customers, the use of electronic tools and the Internet can be of
great help in absorbing this information and consolidating these relationships in the next
stages. Social networks and virtual space provide the possibility of establishing a close
relationship between customers and companies, and personalizing and customizing the
type of communication, greatly helps companies maintain customers. Research has shown
that the use of Internet technology is very effective in the development of electronic
relationships with customers and has had wide consequences in various fields. Using the
Internet as a channel for business and displaying information provides an opportunity for
business development, which has become the basis for providing services to customers in
the form of electronic customer relationship management.

E-CRM means to use ICT to offer more desirable services and create value for economic
enterprises during the relational lifecycle. E-CRM seeks to integrate the information of
customers. Furthermore, accentuating and considering human resources and the capacities
they should learn concurrently with E-CRM implementation are the imperatives of
successful system execution. The present study aimed to design an E-CRM model in the
private banks of Iran.

Methodology

The present study, being descriptive-exploratory in terms of its method and applied in
terms of its purpose, aimed to design an E-CRM model in private banks. The statistical
population in the qualitative phase included the banking industry experts consisting of chief
managers with a minimum of ten years working experience and academics of the digital
marketing domain with a minimum of five years of experience of cooperation in the banking
system. Sixteen experts were selected by purposeful sampling based on the theoretical
saturation rule. Furthermore, the employees of private banks in Tehran formed the
quantitative statistical population, 230 of whom were selected randomly. Semi-structured
interviews in the quantitative phase and a researcher-made questionnaire in the
quantitative phase constituted the data collection instruments. The coding method in the
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qualitative phase and structural equations modelling (SEM), run in the SMART PLS software,
in the quantitative phase were used to analyze the data.

Results and discussion

The results led to identifying causal conditions (individual and organizational factors)
and E-CRM consequences as the axial category of the research, environmental factors as the
intervening conditions, E-CRM fundamentals as contextual conditions, and E-CRM success
strategies and consequences as the E-CRM strategies and consequences. Likewise, the SEM
results found five general strategies, i.e., implementing knowledge management associated
with customer relationship services and structural agility and promoting technological
culture, professional training and skills, and social capital, as the most effective approaches
to E-CRM promotion in the banking system.

The results of the structural equation modelling also showed that the most effective
strategies for improving electronic customer relationship management in the banking
system consisted of five strategies: implementing knowledge management related to
customer relationship services, structural agility, improving technology culture, improving
skills and professional training to promote social capital.

Figure (1) shows the customer relationship management model:
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Figure 1. Customer relationship management model.
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Conclusion

This research aimed to design an electronic customer relationship management model
and explain its consequences in the banking system as well as validate it in private banks
in Tehran. In this direction and considering the research gap that existed in this field in
the country, an attempt was made to create a theory in this regard using the database
theorizing method.

According to the obtained results, the most effective approaches to promoting E-
CRM in the banking system encompass the following five general strategies:
implementing knowledge management associated with customer relationship services
and structural agility and promoting technological culture, professional training and
skills, and social capital.

Finally, it is noteworthy that although the present mixed-methods study endeavoured
to design an E-CRM model, explain its consequences in the banking system, and validate
itin the private banks of Tehran, some premises counted in the grounded theory were not
confirmed during their validation in private banks. It seems that the reasons may lie in the
type of targeting, adopted organizational strategies, different capabilities and
characteristics of managers and employees, and divergent values and cultural foundations
of the examined population.
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