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The Effect of ECRM Applications on E-Loyalty: A Study on Online Shops
Customers in Syria.

Abstract: Yet it is late, but using electronic stores became more popular is
Syria. So, the purpose of this research is to determine the electronic
customer relationship management applications that are used in the e-
stores and their effect on e-loyalty of e-stores users in Syria.

Through an explanatory research by face to face interviews, and by reviewing
a previous study in the e-stores field. Yet it depends on the type of products
at the e-store (physical, services, digital), the research determined the most
important ECRM applications that are used in e-stores. So, they are the store
design, in store searching tool, payment method, delivery, security and
privacy, loyalty systems, customer service.

After that, the research determined the dimensions of e-loyalty as:
repurchase intention, preference, e-store revisiting and intention to not
switch to competitors.

The research community is the Syrian users of e-stores, and the sample
consisted of 124 members. The primary data were collected by a
guestionnaire contains 39 phrases to measure attitudes and believes on
Likert 5 levels scale.

Using SPSS to analyze primary data by a mix of descriptive statistics like
mean, Standard Deviation, T-test, T test for independent samples. And non-
descriptive statistical analysis Pearson correlation, R-squared, Simple linear
regression and multiple regression.

The research gets the following results: ECRM applications have a significant
effect on E-loyalty. The applications which have the most effect on E-loyalty
are: E-store design, in store searching tool, customer service, delivery,
security and privacy, payment method and loyalty systems which has the
least effect.

The research provides the following recommendations: E-stores should
provide customer with the services of ECRM applications, especially those



application which are very related to the store business model (physical,
services, digital content). Also, E-store should be concerned about their
customer real loyalty, because the repurchase intention, preference and e-
store revisiting not always reflect a real loyalty because the lack of
competition, which is the actual situation in many of the e-stores these days:
like Steam on PC video game stores, and Bee Order and Talabati in fast food
stores.

And finally, this research suggests some point to be researched in the future,
which related to the effect of mobile application effect on E-loyalty, and the
effect of warranty policy effect on E-loyalty.

Key words: ECRM, E-Loyalty, Loyalty system, E-store.
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Demographics ' Online Age Group
In 2016 the most concentrated online age group for the countries selected was the 18 to 24 age group in Jordan, accounting for 30% of online users in the country. The least concentrated
online age group was found in Egypt with the 40+ age group representing just 11% of enline users in the country.
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