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Abstract

Electronic customer relationship management (E-CRM) is a strategy for marketing, sales and integration of
online services that play an important role in identifying, acquiring and retaining customers, which is
considered as the capital of the company. E-CRM relationship between the company and customers to create
and enhance relationships with them through the use of modern technology to improve and increase. But the
success of E-CRM is only through understanding the factors influencing the effectiveness and success of E-
CRM can accessible. This study a model and framework to determine some critical factors of E-CRM is
paid. Using structural equation model was tested with partial least squares. The results of the data collected
from the 98 employees of the General Administration of Customs show the province of East Azerbaijan the
impact of employee satisfaction on the performance of organizations and organizational culture,
organizational strategy and innovation begins and the complementarity of these factors have a positive
impact on the effectiveness of E-CRM systems.

Key words: Electronic customer relationship management, Organizational culture, Organizational strategy,
Innovation, Effectiveness.
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