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The role of customer empowerment in the relationship between electronic
customer relationship management and institutional performance
(An Applied study )
Prof. Dr/Hamada Fawzy Abu Ziad Dr/ Esam Abdel-Ghany Ali  Dina Hassan Metwaly

Professor of Business Administration Lecturer of Business Administration
FFaculty of Business - Benha University FaFaculty of Business - Benha University
Abstract

The research aims mainly to determine the nature of the relationship
between electronic customer relationship management and institutional
performance in light of the mediating role of customer empowerment by
application to the pharmaceutical industry sector - the Arab Republic of Egypt,
relying on a set of advanced statistical methods. (Apss) ( Amos),The results have
shown that there is a statistically significant moral effect between electronic
customer relationship management, institutional performance, and customer
empowerment in the pharmaceutical industry sector under study There is also a
statistically significant effect between the customer empowerment and
institutional performance in the pharmaceutical industry sector under study , It
also found that there is a statistically significant relationship between each of
customer empowerment and electronic customer relationship management and
institutional performance, as well as the presence of statistically significant
differences according to their demographic characteristics( type, years of
experience, organizational level, job title, and qualifications) in relation to the
study variables.

Keywords: electronic customer relationship management, institutional

performance, customer empowerment
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