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Extended Abstract
Abstract

The purpose of this study was to model and simulate the effect of
electronic customer relationship management (E-CRM) on bank
customer loyalty using systems dynamics methodology (SDM). E-CRM
is one of the first strategic initiatives in today's industry that is becoming
the main paradigm of relationship marketing in the e-world. The research
method was descriptive and analytical and the research environment has
been one of the semi-public banks. In this paper, after studying E-CRM
and customer loyalty and identifying their indicators, the problem
boundry was determined by the SDM; E-CRM includes e-banking,
customer support, security, surplus services, and related disruptions.
Moreover, after a semi-structured Delphi interview, the status quo data
and the desired conditions were determined. In this approach,
combinations of diagrams, graphs and equations, models, causal loop
diagrams and dynamic models were constructed and how variables
change over time were represented. Finally, validation and simulation
were performed by Vensim software and the results were presented.
Findings indicated that with the improvement of each of the factors of E-
CRM, customer loyalty also increases.
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Introduction

In the past few years, due to various socio-economic problems and the
state of the banking system and, most importantly, the increase in
demand over supply, the banks have always neglected customer
orientation and its pillars and have not been able to how to use modern
marketing effectively. People did not have any incentive to go to the bank
branches due to not paying attention to their needs and wants and
providing the same services by all the bank branches of the country.
Banks need to pay more attention to equipping themselves, identifying
customer needs and expectations, as well as paying attention to market
conditions, because any bank that can identify and meet these needs
sooner than competitors will be successful in the competition. Therefore,
today, banks must provide the field of electronic communication or in
other words, multiple access channels (such as: e-mail, fax, electronic
banking, etc.) for customers. Establishing the right relationship with
customers, providing expectations, and improving the quality of services
are the important factors for all organizations including banks. In this
article, the main objective is modeling and simulating the influence of
electronic customer relationship management (e-CRM) on customer
loyalty using system dynamics methodology (SDM). Thus, the concepts
of e-CRM and customer loyalty and their indicators are studied. Then, the
indicators and their status are determined in the bank. With the use of the
SDM, the causal loop diagrams and dynamic models are presented,
simulated and validated and eventually solutions for improvement are
provided.

Case study
The research environment has been one of the semi-public banks.

Theoretical framework

Based on the field of Iranian banking and the study of existing models
that have been expressed in the research literature, the conceptual model
of the research considers four main categories, which are:

1) Electronic banking,

2) Customer support,

3) Security,

4) Surplus services.

In the model, the cause of the disorders was also identified, which is the
factor that affects all the factors, and in each case, the related disorders
can be identified.
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Methodology

This research is descriptive and analytical. In descriptive research, the
researcher seeks how the subject is and wants to know what the
phenomenon, variable or subject is. In other words, this study examines
the current situation and describes the current system and studies its
features and characteristics. For example, in this research, the current and
future trends of E-CRM components in the bank are examined. In
analytical research, analyzes such as statistical and mathematical
examples are performed. Mathematical analysis is used in this research.
Analytically, in this research, the future trend of the organization can be
analyzed based on the current situation and also after the implementation
of various scenarios. The approach used in this research is SDM which is
one of the most well-known methods of complex systems analysis.

Discussion and Results

If the bank for the next two years can increase the components of
electronic banking including (payment - reports - account opening and
facilities) by about 20% and at the same time reduce the number of
disruptions in this area, acceptable results will have in increasing
electronic banking, e-CRM, and customer loyalty. If the bank increases
all components by 20% and reduces disorders by 20%, there will be
growth in e-CRM, and customer loyalty.

Conclusion

It is concluded that this bank to survive in the current competitive
market conditions: Must move in the direction of increasing the
desirability of all four factors (E-banking, customer support,
security and surplus services). It is very important to have a correct
understanding of system variables and how they affect the whole
system. SDM makes this possible. This model can be used as a
basic model for relevant studies. In this model, in some parts,
simplifications have been considered that if we pay attention to
details in future articles, better and more accurate practical results
can be achieved.

Keywords: Electronic Customer Relationship Management,
Loyalty, Banking Services, Banking System.
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