ST iz wly sadaol o137 olKZdl0 ~1YAY sl V o

& buo (wadgw 09,5 AR

Oy 551085 (e-CRM ) SCig sl (g ydion b bLI 5l yy ko 3929 il oy
3ol (T (o 3ly &5 5l 250 )90 axdllae

Tl adle all w s leaile o alb oo
Thashemiyan1392@gmail.com : | »l ¢ \laol wo e 05,5 bl cazs axly oDl ol il
Farid _ahaeary@yahoo.com o5l « liol s Joslas 05,5 a8 Lo olSzils”

RS

LUyl pae o lpl nl 5 (S5 aitad jotne sonp & S 5 (U5 sla Coge lsie @ (ng Sl gy 658 @ Jlis 4 LS8
F 09 (g 08 el p Siig Sl (6 e b BLS ) Sy e lie bl )l g (6 59ld dnngi b oS Sl (650 b

&5 5l Geid ol I el @i alonl 1ot G oyl 2855 0l (5)Ls 5 @-CRM 136 () SBoa L gy 0]
ool digad oluss g o i8S )L o gammali e b i (g Lol dmelr - Al (oo (9005 5 (Sino o 00ls el g, 5 60,
&3y sl ailge § ©-CRM gl Lolul s a5 aisles Gisms anliiin s 9 51 Conl & ke oMbl (g5l moz Sl - g0, il i V-
Gard bt ped anlitiny 5 Jsl asliinny (bl - el 003 00 0T 2L 5 (s sole Slodigy Lawsi 5 Wl o T g 5 ke
el &8 ,8 0l 0 -CRM g )il a5 amo o ol iy onl 5l Jeols gl .l o, anl a5+ ABY 4« AVY #Lig,S slal
Ol it 5500l (S jsbo 4y g oS00 @ (i jiiy sloel (i yiie 4 (S98 wee (Sl b e ) s itae ols) R
99 (s

Gols wlls

e b (Seig p Sl olbls )l e e ¢ 65085 ¢ (s uie ol e-CRM
surveying Effect of Electronic Customer Relationship Management (e-
CRM) on customer loyalty :case study pars online shiraz

ABSTRACT

The companies are implementing new methods as competitive advantages to attain continuous and
sustainable development. One of these tools includes the management of the relationships with the
customers, which by technological and communicational developments, is regarded as electronic customer
relationship management.

This study tires to evaluate the influence of the e-CRM on the customers' loyalty of pars online company.
So it is a practical study and the data analysis includes a correlation and regression style. The statistical
population of the customers in this firm is considered unlimited and 170 statistical samples are selected. Data
collection tools include two research questionnaires which are developed based on e-CRM principles
and customers' loyalty factors. Their wvalidity and reliability are proved with alpha-Kronbach
coefficients of 0.812 and 0.857, respectively. The results revealed that running and implementing the e-
CRM system in pars online company has led to the customers' satisfaction, better cooperation with the
customers, legal loyalty to the customers, customers' trust, and their loyalty to this company.
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