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Abstract:

This research aims to study the impact of the electronic customer relationship
management application on customer loyalty within the Master Key company, two
years after starting to use an electronic maintenance application in light of the crisis
of the Covid-19 epidemic, and this study came to know the reality that the company
moved to after this application, especially due to The lack or scarcity of these

studies in the Syrian society.

The researcher used the experimental method, and to study that, a test was
conducted on a sample of 31 people from the company's clients at the level of the
Syrian governorates: Banque Bemo Saudi Fransi, Arab Bank, National
Microfinance, MTN. Through a questionnaire that consisted of 6 axes, it included
questions about the personal data of the members of the research sample and the
identification of the company they work for, and questions related to measuring the
five variables, namely response, reliability, knowledge management, technology use

and loyalty, through 5 phrases for each variable of them.

The data was also analyzed through the SPSS statistical program, and the
researcher found an effect of the reliability dimension and the technology use
dimension on the loyalty of customers in the company, and in return there was no
effect on the dimension of response and knowledge management on customer

loyalty in the company.
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