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The Effect of Customer Relationship Management on Hotel Customer Loyalty - Field
Study
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Abstract:

The purpose of this study was to examine the impact of customer relationship management
dimensions on customers loyalty in the hotel industry in Algeria. A sample of 65 managers and
administrative staff in hotel. Simple linear regression analysis were used to test the hypothesis
and analyzed the data. The results indicated that CRM dimensions (focus on key customers;
CRM organization; knowledge management; technology-based CRM,) have significant

positive impacts on customers loyalty in the hotels. based on research results, a number of

recommendations were introduced to hotel managers.

Keywords: Customer Relationship Management; Customers; Loyalty; Hotels.
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