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ABSTRACT

“Factors Affecting the Electronic Relationship Management at the
business organization being served by the Jordanian
Telecommunication companies”

The aim of this study it to identify the factors affecting positively on the
performance of electronic customer relationship management systems (eCRM). This was
done through exploring the relative literature review and previous study. The factors that
have been studied in this study are: organization culture, technology awareness and
organization strategy. The study developed a model and hypotheses in order to study the

impact of these factors on the performance of eCRM systems (Dependent Variable).

The researcher has designed a questionnaire for testing the developed model of
this study. The questionnaire was distributed to the study sample which is the managers
and employees in the marketing department of business organizations in Jordan. The total
sample size is Y'Y participants. In order to answer the research questions, the researcher
used different statistical methods such as mean and standard deviation, normal

distribution test and covariance test.

The study found that there is a significant relation between the three independent
factors and the performance of customer relationship management. As for demographic
factors, the results showed that there were statistically significant differences between
the mean of the study sample to workers (age, years of experience) and there are no

differences for the third demographic factor (level of education).

The study provided some important recommendations for the Jordanian
organizations that want to apply and take advantage of the customer relationship
management systems. One of the most important recommendation is that organizations
have to radically change their cultures to embrace the idea of using these technologies
effectively. This study also recommended that the development of strategies for the

organization should be in line with the latest technology.

Keywords: customer relationship management, information technology, business
organizations in Jordan.
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