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Extended Abstract

customers. In industrial marketing, where long-
Introduction term relationships with customers play a critical
role, Electronic Customer Relationship
Management (E-CRM) systems have emerged as a
strategic tool. These systems facilitate data

With the advent of digital technologies, businesses
worldwide have redefined their approach to
building and maintaining relationships with
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collection, customer interaction, and targeted
marketing through various digital channels.
However, a key component that enhances the
effectiveness of E-CRM systems in industrial
marketing is customer feedback management
(CFM). This concept refers to the systematic
collection, analysis, and utilization of customer
feedback to refine marketing strategies, address
customer needs, and build trust. Previous research
has wunderscored the importance of E-CRM
systems in fostering customer loyalty and
satisfaction. Still, the role of customer feedback as
a mediator in these relationships has been less
explored.

This study investigates how CFM mediates the
relationship between E-CRM systems and
industrial marketing outcomes. A case study was
conducted in Electrosteel Company, a major
industrial player, to understand the dynamics of
these variables and provide actionable insights for
businesses.

Methodology

The study employed a quantitative research design,
focusing on the employees of Electrosteel’s sales
and marketing departments. A  structured
questionnaire was distributed to 82 participants,
with 66 valid responses analyzed using structural
equation modeling (SEM). The questionnaire
consisted of validated scales measuring three
constructs:

e E-CRM systems: Functionality, usability,
and integration into business processes.

e CFM:  Effectiveness in  collecting,
analyzing, and acting upon customer
feedback.

e Industrial Marketing Outcomes: Customer
retention, market  penetration, and
profitability.

The reliability of the constructs was tested using
Cronbach's alpha, which ranged from 0.811
(industrial marketing) to 0.853 (E-CRM systems).
The wvalidity was assessed using confirmatory
factor analysis (CFA) and the Average Variance
Extracted (AVE) values, all exceeding the
threshold of 0.5.

Results and Discussion

The findings reveal that E-CRM systems
significantly impact industrial marketing, both
directly and indirectly through customer feedback
management. Key observations include:

e Direct Impact of E-CRM Systems: SEM
results confirmed a strong positive
relationship between E-CRM systems and
industrial marketing outcomes (B = 0.861, p
< 0.001). This indicates that E-CRM
systems  directly enhance  customer
retention and market performance by
streamlining communication and improving
data-driven decision-making.

e Mediating Role of CFM: The analysis
highlighted the mediating effect of CFM
(VAF = 40%). E-CRM systems, when
coupled with robust feedback mechanisms,
enable companies to respond effectively to
customer preferences, complaints, and
suggestions, thereby amplifying the
positive impact on industrial marketing
outcomes.

e Practical Implications: Companies that
invest in integrating customer feedback into
their E-CRM strategies achieve higher
customer satisfaction and loyalty. For
Electrosteel, the introduction of training
programs to improve employees' utilization
of E-CRM tools has shown significant
promise in fostering better customer
relationships.

The findings align with previous studies (e.g.,
Luhtakanta, 2023; Abdullah et al., 2024)
emphasizing the importance of feedback
mechanisms in marketing strategies. However, this
study uniquely demonstrates the interplay between
E-CRM and CFM in an industrial context, bridging
a gap in the existing literature.

Conclusion

This study underscores the critical role of CFM in
leveraging E-CRM systems for industrial
marketing success. Organizations must view
feedback not merely as a customer interaction tool
but as a strategic asset for continuous
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improvement. The following recommendations can
be drawn from the study:

1- Enhance CFM Capabilities: Invest in systems
that automate feedback collection and analysis to
provide actionable insights.

2- Employee Training: Equip employees with the
skills needed to effectively use E-CRM tools and
interpret customer feedback.

3- Integrate CFM with E-CRM: Ensure that
feedback mechanisms are seamlessly integrated
into E-CRM platforms for real-time customer
interaction and decision-making.

Future research could explore the role of
organizational culture in adopting feedback-
oriented E-CRM strategies or investigate sector-
specific variations in these relationships. For
Electrosteel and similar companies, the insights
from this study provide a pathway to not only
improve marketing outcomes but also foster a
culture of customer-centric innovation.
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