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Abstract

Background: Maintaining customer loyalty is very difficult and challenging for any business brand. Therefore,
trying to create loyalty among customers is one of the most important concerns of managers. Considering the
importance of building customer loyalty for commercial companies, the main goal of this research was to
investigate the effect of electronic customer relationship management on customer loyalty through the mediation
of customer satisfaction, trust, and ethical values.

Method: The research method was descriptive-correlation. The statistical population of the present study consists
of all customers of Parsian Insurance in Rasht. Using random sampling, a sample of 360 customers was selected.
The research tool was a questionnaire. The research questionnaires were electronic customer relationship
management scale, customer moral values, trust, satisfaction and customer loyalty. Research hypotheses were
analyzed using structural equation model in Amos software version 24.

Results: The research findings indicate that electronic customer relationship management (B: 0.302), trust (B:
0.179), customer moral values (B: 0.141) and satisfaction (B: 0.171) have a significant relationship with customer
loyalty. In another dimension, electronic customer relationship management (f: 0.467), trust (B: 0.137), customer
moral values (B: 0.140) have a significant relationship with satisfaction. Also, electronic customer relationship
management has a significant relationship with customer moral values (B: 0.588) and trust (B: 0.662).
Conclusion: The results were proof of the claim that customer loyalty levels increase by using electronic
customer relationship management. In this sense, when insurance brands take advantage of this new management
tool while correctly understanding the needs of customers and providing quality services, paying attention to
customer moral values and respecting customer privacy, they facilitate the levels of customers' desire to
communicate more with the organization.
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