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The effect of Electronic Customer Relationship Management on Electronic loyalty
through Electronic satisfaction "'Field Study on Communication Companies in
Kuwait™

Prepared by
Thunayan Mannaa Seham Hussain

Supervisor
Prof. Dr. Sulieman Ibraheem Shelash Al-Hawary

ABSTRACT

The study aimed to measure and analyzes the impact of e-customer relationship
management in the electronic satisfaction through electronic loyalty in
telecommunications companies in Kuwait. The study population consisted of all
customers dealing electronically in telecommunications companies in Kuwait. The
study sample included the customer can deal electronically with telecommunications
companies in Kuwait. The unit of analysis included on a Convenience sample that
estimated (380) respondents.

To achieve the objectives of the study, the descriptive analytical method was used
through A questionnaire that used a major tool for data collection developed at the
hands of elite researchers and writers in the field of the study variables and which
consisted of (32) items. A number of statistical tools and methods were used such as
Mean, Standard Deviation, one sample T-test, Multiple Regression, and Path analysis.

After the analysis of the collected data and hypotheses, a number of results were
reached: There was a significant impact of e-customer relationship management in the
electronic satisfaction in telecommunications companies in Kuwait, there was a
significant impact of electronic satisfaction on electronic loyalty in telecommunications
companies in Kuwait there was a significant impact of e-customer relationship
management in the electronic satisfaction through electronic loyalty in

telecommunications companies in Kuwait.

Keywords: Electronic Customer Relationship Management, Electronic loyalty,
Electronic satisfaction, Communication Companies , Kuwait.
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