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The Impact of Electronic Customer Relationship Management on the Customer Loyalty : 

An Analytical Study of the Opinions of a Sample of Customers of Al Salam Bank in Biskra 
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Abstract :  Article info 

The purpose of this study is to pinpoint the impact of customer relationship management 
electronically in its various dimensions on the loyalty of Al Salam Bank Biskra customers. 
Achieving this, a questionnaire was developed and distributed to a sample of the study 
population. The data was analyzed using several statistical methods, and several results were 
obtained, most notably: the presence of a statistically significant effect of customer relationship 
management electronically in its various dimensions on the loyalty of customers of the bank under 
study. The study came out with various recommendations, the most important of which are: The 
management  of  the  bank  under  study  must  enhance  and  develop  the  tangible  physical  assets  
provided to customers, improve preferential treatment and provide direct and timely 
communications with customers through various electronic means. 
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