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The role of electronic customer relationship
management on the companies marketing
performance for the Egyptian tourism companies
from the customer perspective

Nessreen el sayed el sharkawy
associate professor, Business Administration department, Modern
Academy of Computer Science and Management Technology, Maadi .

Abstract :

Tourism is considered one of the main elements of economic and
social development especially in developing countries; it is also
one of the most important sources to increase job opportunities
and foreign currencies in Egypt. Due to the super changes and
developing technology systems for all over the world that affects
Egypt market that interpreted in many ways like technology
systems, Mobile applications, and social media that affect the
customer's perspectives points and preferences, the companies
has to adapt these changes in its organizational structures and its
technology systems, and its employees that will affect its
customer's preferences and the product value, volume, market
share that affects the companies marketing performance .

The study aims to explore the role of electronic Customer
Relationship Management -E CRM on the marketing
performance of tourism companies, from the customer's
perspective and determining the role of information technology
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in shaping consumer decision for travel and tourism companies
finally exploring consumer interest in electronic customer
relationship management,

The study was applied to an absolute probability sample of 390
items, based on the sample size calculation formula. The sample
size reached (384) single consumers who deal with travel and
tourism companies, the research relied on distributing the
guestionnaire through social media platforms using Google
forum and this is due to the Corona-19 pandemic.

Research recommendations were first to adopt the idea of
managing electronic customer relations for companies in general
and for tourism and travel companies in the particular second the
decision-makers in business or private sectors should pay
attention to integrate electronic customers management (E-CRM
)within the companies systems and too concerned to adapted the
digital data collection and transform it to products for the target
customer’s that will lead to better marketing performance and
that is reflected in the market share of the companies, restarting
gradually recover tourism industry, especially with the
coincidence Covid-19 pandemic, by setting the interest of the
customer. First, also the marketing decisions maker should show
an interest in using digital information technology through the
collection, examination, operation, and accurate analysis of
customer information for proper marketing decision-making that
contributes to the development, renewal, and digital
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transformation of the tourism sector while encouraging
innovation and investment in modern technological skills to
ensure the quality of the information provided to customers,
which is reflected in the nature of the products provided for the
customer's  differentiation, which affects the companies
marketing performance.

Key Words: Electronic- customer relationship management,
Marketing performance, Tourism companies.
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