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Abstract

The purpose of this research is to investigating the relationship between electronic customer relationship
management with marketing behaviors with the mediating role of social responsibility. Delphi analysis has been
used to measure electronic customer relationship management and marketing behaviors. The statistical population in
this phase includes; 22 people with academic, organizational and practical experts who were selected using the
snowball technique. Based on the results, the constituent elements of electronic customer relationship management
include six dimensions; Communication factors, Electronic factors, Technological factors, Management factors,
Information factors and Driving factors. Also, marketing behaviors include four dimensions; Marketing factors are
Behavioral factors, Organizational factors and Environmental factors. Next, 108 questionnaires that were answered
by the deputies, experts and employees of Golestan Gas Company were analyzed. Results showed that there is a
positive and significant relationship between electronic customer relationship management and marketing behaviors.
Also, social responsibility has a mediating role in the relationship between electronic customer relationship
management and marketing behaviors.
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