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modeling the relationship between electronic customer
relationship management and satisfaction through word of mouth
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Abstract: This study aims to measure the relationship between
electronic customer relationship management and satisfaction through
word of mouth, using exploratory factor analysis (EFA) and
confirmatory factor analysis (CFA). For this purpose, a questionnaire
was designed for customers of Djezzy Mobile Communications
Company, where the sample size was 150 individuals.
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The results showed a statistically significant effect at the level
of 0.05>a for electronic customer relationship management on the
level of customer satisfaction and the level of word of mouth, as the
strength of the indirect effect of the independent variable (electronic
customer relationship management) on the dependent variable
(customer satisfaction) through the mediating variable (word of
mouth) is smaller than the direct effect of electronic customer
relationship management on the level of customer satisfaction, which
shows the inability of the mediating variable to raise the levels of
influence and enhance the influential relationship between them.
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Conformity values of the empirical data model
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