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Abstract: The purpose of this research is to prioritize effective factors in
electronic customer relationship management at Golestan Gas Company. In
terms of method, this research is in the field of applied research, which is
descriptive survey research. For data analysis, the opinions of organizational
and experimental experts in the field of marketing management have been used.
The data collection tool is a researcher-made questionnaire. The questionnaire
has been distributed to the statistical population of employees, experts, and
deputies of Golestan Gas Company. Data analysis has been done by experts
using Interpretive Structural Modeling (ISM) and Delphi method using
questionnaire tools. Also, the constituent elements of the electronic customer
relationship management model have been determined from theoretical
literature. The output of this step was to identify 50 components in the form of
six main dimensions. The findings showed that the six main dimensions of
customer

electronic relationship management include communication,

electronic, technological, managerial, informational, and driving factors.

Keywords: Electronic Customer Relationship Management, Consumer

Behavior, Marketing Behavior, Organizational Communication.

Extended Abstract

Introduction

Today, companies need to use electronic customer relationship
management. The purpose of this research is to prioritize influential
factors in electronic customer relationship management at Golestan Gas
Company. The growth of human knowledge, virtual space, and
communication with electronic customers, through electronic methods
or using the web, causes organizations to undergo transformation and
progress and be able to establish timely communication with their
electronic customers. Using digital advantages in relationships with
customers in organizations is an undeniable necessity. There are factors
that make the world become a network of electronic interactions and
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electronic management. These factors have attracted the attention of many researchers in the field
of management. Electronic customer relationship management systems allow companies to
establish one-to-one relationships with thousands of customers (Ahmed et al., 2014). Given that
the oil, gas, and petrochemical sector has a strategic position in the development of Iran
(Ramazanpanah et al., 2020), this research seeks to answer this main question: What is the
prioritization of influential factors in electronic customer relationship management at Golestan
Gas Company?

Theoretical framework

With the introduction of new technologies, a new aspect of customer relationship management
(CRM), called electronic customer relationship management (E-CRM), has emerged. Companies
intend to provide electronic services at a lower cost (Rangraz & Bayramishahrivar, 2019).
Electronic customer relationship management is related to the use of information technology to
reach the desired customer service and increase their value for the seller over time (Fjermestad &
Romano, 2015). By improving electronic customer relationship management factors, customer
loyalty also increases. Therefore, it is important to know the system variables and their effects on
the whole system (Ebrahimi & Yeganegi, 2022).

The results of the researches show that customer costs positively affect customer relationship
performance, and as a result, lead to the improvement of the efficiency of electronic customer
relationship management in the organization, and a sharp reduction in customer costs is achieved
through E-CRM activities. Technological innovation is considered a prerequisite to obtaining
competitive conditions. Also, customer cost has again increased the effectiveness of E-CRM,
emphasizing the mediating role of innovation leading to customer satisfaction and creating
innovation in systems. E-CRM plays a key role in improving the performance and effectiveness
of the organization. Also, organizations must have technical staff, hardware, and software
(Navimipour & Soltani, 2016).

Marketing behavior is a behavioral attribute of marketing science. Marketing behavior is targeted
advertising and beneficial offers based on customer behavior. Marketing behaviors are value-
oriented, process-oriented, and need-oriented behaviors performed by organizations. Research in
marketing behavior will have implications for managers and consumers. The results of the research
are more related to the expansion of research in marketing behavior, showing that research in
marketing behavior first discovers human behavior in the market, then describes it, and then
systematizes and explains it. Also, research results showed that marketing behavior includes the
behavior of individuals, groups, and organizations (Wertenbroch & France, 2015).

Consumer behavior is a science that discusses consumers of companies' products and services.
Also, this science examines what products and services consumers buy and with what motivation
(Salar, 2015). Consumer behavior has been one of the most important topics for marketing
researchers in recent decades. Today, the consumer is considered the main key to the success and
failure of a company. Therefore, understanding consumer behavior is very important (Rakhideh,
2014).

Methodology

This research is practical in terms of purpose. And it is a descriptive-survey implementation
method and a correlation type. The method of data analysis in the qualitative stage of the
participating research team includes; There are 22 academics, organizational, and experimental
experts in Golestan Gas Company who were selected by snowball technique. In the current
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research, the purpose of selecting this number of experts is to select the most specialized people
according to their work history in the organization and university. In this research, expert
organizational experts and work assistants in Golestan gas company have been used, and experts
with higher education and expert professors in the field of university management and marketing
have also been used in the university. The number of academic and organizational experts is equal
according to their work experience. All experts have knowledge related to management and the
subject of research. The formulation of questions for each of the variables is based on the
theoretical foundations and background of the research and using the opinions of experts in the
field of management, marketing and according to the questionnaire.

Discussion and Results

The results of this research indicate the appropriateness of the existing correlations between the
data for factor analysis and the adequacy of sampling; Therefore, factor analysis has been done.
The presented results showed that the communication factors are the most important influencing
factors in electronic customer relationship management and the driving factors are the last priority.
Also, the prioritization of the effective factors in electronic customer relationship management is
as follows: 1- Communication factors 2- Electronic factors 3- Technological factors 4-
Management factors 5- Informational factors 6- Stimulating factors.

Also, it showed that marketing factors are the most important factor affecting marketing behaviors
and environmental factors are the last priority. Additionally, the prioritization of factors affecting
marketing behaviors is as follows: 1- Marketing factors 2- Behavioral factors 3- Organizational
factors 4- Environmental factors.

According to the model of this research, the prioritization of electronic customer relationship
management is in order; Communication factors, electronic factors, technological factors,
management factors, information factors, and driving factors. Also, prioritizing marketing
behaviors in order; Marketing factors are behavioral factors, organizational factors, and
environmental factors. The findings of this research showed that communication has the role of a
mediating variable between the factors affecting electronic customer relationship management and
marketing behaviors.

Conclusion

In this research, the prioritization of influential factors in electronic customer relationship
management at Golestan Gas Company has been discussed. Based on the findings of the
research, it was found that the six main dimensions of electronic customer relationship
management include factors such as communication factors, electronic factors,
technological factors, managerial factors, informational factors, and motivating factors.
Also, 50 components have been identified as the most important components of electronic
customer relationship management in marketing behaviors.
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