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The impact of electronic customer relationship management in enhancing the

competitive priorities of the three mobile phone operators in M’sila
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Abstract :

The environment of the national and industrial economy is undergoing rapid technological
developments and transformations. Today's institutions must adapt and keep pace with these developments
and transformations in order to survive in the market and achieve their objectives (profit, continuity, as well
as competition from the private sector.... This can only be done through proper management of the
relationship with customers, especially electronically.

This study was aimed at identifying the concept of e-customer relationship management and its impact on
enhancing the competitive primacy and dimensions of the three mobile operators (DJeezy, Mobilis, and
Ooredoo) of the Liquefied State, where 36 questionnaires were distributed to the staff of the three
organizations' departments in order to measure the impact of e-customer relationship management in
enhancing the competitive precedence of the three clients; The study found a statistically significant impact
of e-customer management in enhancing competitive precedence while proposing enhancing and improving
the level of e-services with clients for the three clients to enforce excellence in their management and earn
the largest number of clients.
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