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The Utilization of Electronic Customer Relationship Management (E-CRM) in
Achieving E-Customer Loyalty - A Case Study of the National Bank of Algeria
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Abstract: This study aims to highlight the role played by Electronic Customer
Relationship Management (E-CRM) in achieving e-customer loyalty through its
application in the National Bank of Algeria. To achieve the study's objectives, a
descriptive approach was employed. Data was collected by distributing 220
questionnaires to a sample of National Bank of Algeria (BNA) customers, with
200 completed forms retrieved and processed. The study hypotheses were tested
using the Statistical Package for the Social Sciences (SPSS) V26. The findings of
the study reveal a positive impact of Electronic Customer Relationship

Management on the attainment of e-customer loyalty through E-CRM
applications.

Keywords: Electronic Customer Relationship Management (E-CRM); Loyalty; E-
Customer; National Bank of Algeria.
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