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Abstract

This study aimed to determine the role of electronic customer relationship
management in achieving competitive advantage in service institutions. A sample of
Mobilis customers was studied based on two main variables: electronic customer
relationship management, which was measured based on the following dimensions:
website, relationship quality, service quality, and competitive advantage as a
dependent variable, which was measured through three dimensions: cost, flexibility,
and innovation. Primary data was collected during the period between June 7, 2024,
and September 7, 2024, using a convenience sample as a means for this study. To
achieve the study's objective, a questionnaire was designed targeting Mobilis
customers, with a sample size of 531, which is larger than the minimum limit.

In its applied aspect, the study relied on the SPSS V25. The study reached a
number of results, most notably the existence of a strong positive correlation between
the independent variable, electronic customer relationship management, and the
dependent variable, competitive advantage. The results also showed a positive
correlation between the three dimensions of electronic customer relationship
management (website, service quality, relationship quality) and the three dimensions
of competitive advantage (quality, flexibility, innovation). The study also found a
positive correlation between the independent variable, electronic customer
relationship management, and the dimensions of the dependent variable, competitive
advantage (cost, flexibility, innovation). The study concluded by presenting some
recommendations, the most important of which is the need to develop and implement
an integrated program for electronic customer relationship management that focuses
on a deep understanding of customer trends and behavior.

Keywords: Electronic customer relationship management, service quality, relationship
quality, website competitive advantage, cost, flexibility, innovation.
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N 531 531 531 531
01 el Pearson Correlation .807" 1 AT 532"
Sig. (2-tailed) .000 .000 .000
N 531 531 531 531
02 il Pearson Correlation .821" ATT 1 .603™
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Sig. (2-tailed) .000 .000 .000
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**_Correlation is significant at the 0.01 level (2-tailed).
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**_Correlation is significant at the 0.01 level (2-tailed).
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**_Correlation is significant at the 0.01 level (2-tailed).
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**_Correlation is significant at the 0.01 level (2-tailed).
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**_Correlation is significant at the 0.01 level (2-tailed).

238



K IR

b 9o Aol Bgpodl sy Syl 1) BLus! il 13 gkl

Correlations

On ey le ol e el 350 S 8
S et s laaal Gl se dsisae
) i) Ll 5 Lo sl Canid
il yuddl Pearson Correlation 1 732" 734"
Sig. (2-tailed) .000 .000
N 531 531 531
Gl e Guln s dusse s S Pearson Correlation .732™ 1 478
o Lelans CalSS e (Say e (il
Ll 5] L Sig. (2-tailed) .000 .000
N 531 531 531
Ol g L e e bl 530 S Pearson Correlation .734" 478" 1
Jrnd) Cumdd N8 Laaal
Sig. (2-tailed) .000 .000
N 531 531 531
ST Gl o Fsni e ladd jolend Pearson Correlation .782™ 475" 437
ALY avan ol g Al
Sig. (2-tailed) .000 .000 .000
N 531 531 531
ALl 308l Gl 5 duss e ) 5 Pearson Correlation .760™ 420" .480™
ol
Sig. (2-tailed) .000 .000 .000
N 531 531 531
sl 3k s Gl ge duinge Jig Pearson Correlation .687™ .380" .366™
Lol 50 Ltleas
Sig. (2-tailed) .000 .000 .000
N 531 531 531
L ey Gl 5o A5 30 Pearson Correlation .749" 441 .480™
pdlial 3L o Aumidial
Sig. (2-tailed) .000 .000 .000

239



K IR

N 531 531

531

Correlations

T ladd jalaud

ouly 9o Asga 8 g

Lndli ST Galnge  Gulnse dunie el il Gohsae
GOV e iy AT A 8 6l Leiib 3l Leilaaa
) jaiall Pearson Correlation .782™ 760" .687"
Sig. (2-tailed) .000 .000 .000
N 531 531 531
02idd e Gulyse e a yal Pearson Correlation .475™ 420" .380"
o Lgilers (S e Sy La gl
Lyt g Sig. (2-tailed) .000 .000 .000
N 531 531 531
Ol 5o A sa e Jalail 3 e US4 Pearson Correlation .437" 480" .366™
el Cumid 38 Laaal
Sig. (2-tailed) .000 .000 .000
N 531 531 531
DS Gl so A e ladd joled Pearson Correlation 1 .582" 478"
L aes il 5 Al
Sig. (2-tailed) .000 .000
N 531 531 531
Al 3,08l sl 5a Assss5a (2] 3 Pearson Correlation .582" 1 .460™
o
Sig. (2-tailed) .000 .000
N 531 531 531
Dbl 3k Bae (il e Ausnge i Pearson Correlation .478" .460™ 1
Ll 3l Llana
Sig. (2-tailed) .000 .000
N 531 531 531
L by Gl o s e s Pearson Correlation .501™ 458" 443"
anguucw P EG|]
Sig. (2-tailed) .000 .000 .000
N 531 531 531

240



K IR

Correlations

W Jlanls Gl o Fsi5a Sa

Opndliall L e Laddial)

LK) yaal) Pearson Correlation .749™
Sig. (2-tailed) .000
N 531
e B be (ol (i o Gl e dssie a aS Pearson Correlation .441™
Ll 3 Lgeal A Lemleod RS
Sig. (2-tailed) .000
N 531
el a8 asal Gl ge B 5a e Jalal 550 S (3 Pearson Correlation .480™
Sig. (2-tailed) .000
N 531
e ol s Apudlis ST Gl 9o e ilads jabend Pearson Correlation .501"
ol
Sig. (2-tailed) .000
N 531
Ol S ALl B a8l Gl g0 A 3a (o2 58 Pearson Correlation .458"
Sig. (2-tailed) .000
N 531
Ll 3l Lilead yid il (5 5k sac Gl se A e i 58 Pearson Correlation .443™
Sig. (2-tailed) .000
N 531
Cmdliall 3L e Aunitiall b ey Gl s Fs e 50 Pearson Correlation 1
Sig. (2-tailed)

N 531

**_Correlation is significant at the 0.01 level (2-tailed).
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**_Correlation is significant at the 0.01 level (2-tailed).
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**_Correlation is significant at the 0.01 level (2-tailed).
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.000

531

591"

.000

531

449™ 465" 557" 591"
.000 .000 .000 .000
531 531 531 531
1 ATT .532™ .807™
.000 .000 .000
531 531 531 531
ATT 1 .603™ .821"
.000 .000 .000
531 531 531 531
532" .603™ 1 .865™
.000 .000 .000
531 531 531 531
.807" .821" .865™ 1
.000 .000 .000
531 531 531 531

**_Correlation is significant at the 0.01 level (2-tailed).
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BN §y13) Jhrmod! pnall Sl o & ,dlt HO3 &y jiall Sl dlt jlast 117 ol

S gy U3
Correlations
DY) sl 0l 02 sxiall 03 xial E_crm
DY) il Pearson Correlation 1 466" 512" 597" .633"
Sig. (2-tailed) .000 .000 .000 .000
N 531 531 531 531 531
01 piall Pearson Correlation .466™ 1 ATT 532" .807"
Sig. (2-tailed) .000 .000 .000 .000
N 531 531 531 531 531
02 il Pearson Correlation .512™ A7T 1 .603™ .821™
Sig. (2-tailed) .000 .000 .000 .000
N 531 531 531 531 531
03 _uaciall Pearson Correlation .597" 532" .603™ 1 .865™
Sig. (2-tailed) .000 .000 .000 .000
N 531 531 531 531 531
E _crm Pearson Correlation .633™ .807" .821" .865™ 1
Sig. (2-tailed) .000 .000 .000 .000
N 531 531 531 531 531

**_Correlation is significant at the 0.01 level (2-tailed).
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(g fSIYI U1 BN 8y15) ) Jtmad! yiall pet e 1 G ) jlas 118 kol
B3l ) Jradl el Sty L @l Sl ) Jlast g (Bmdlid) 10dl auldl il
Tl Bo0dl ) el 5 (B B3 g okl B35 59 S

Correlations

B el jaaidl 01 Jasiall 02 iall 03 _usiall E_crm

8 el uiall Pearson Correlation 1 534" 572" .665™ 7127
Sig. (2-tailed) .000 .000 .000 .000
N 531 531 531 531 531
01 el Pearson Correlation .534™ 1 ATT 532" .807"
Sig. (2-tailed) .000 .000 .000 .000
N 531 531 531 531 531
02 il Pearson Correlation .572™ AT 1 .603™ 821"
Sig. (2-tailed) .000 .000 .000 .000
N 531 531 531 531 531
03l Pearson Correlation .665™ 532" .603" 1 .865™
Sig. (2-tailed) .000 .000 .000 .000
N 531 531 531 531 531
E _crm Pearson Correlation .712" .807" .821™ .865™ 1
Sig. (2-tailed) .000 .000 .000 .000
N 531 531 531 531 531

Model Summary
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Adjusted R Std. Error of the
Model R R Square Square Estimate

1 .7192 517 .514 .50766

02,3l (01 yiall <03 _uidla, Predictors: (Constant),

ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 145.094 3 48.365 187.661 .000P
Residual 135.820 527 .258
Total 280.914 530

35l uidla, Dependent Variable:

02 4l 01 _paiall «03_idllb. Predictors: (Constant),

Coefficients?

Standardized

Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) .455 129 3.526 .000
01, sl 252 .045 .204 5.559 .000
0255l 187 .033 .219 5.623 .000
03,3l 404 .039 424 10.470 .000

55l midla, Dependent Variable:
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