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Abstract: This study aimed to explore the role of social media marketing in
enhancing electronic customer relationship management (e-CRM), highlighting
the significant impact of these platforms in fostering e-loyalty through the
activation of effective customer relationship mechanisms. The research focused
on leveraging digital marketing strategies to establish strong and sustainable
connections based on mutual trust.

The study adopted a descriptive-analytical approach and utilized a questionnaire
as the primary tool for data collection. A random sample of 488 participants was
selected, and the collected data was analyzed using the SPSS statistical software
to achieve the study's objectives and derive its findings.

The results emphasized the importance of social media as a powerful tool for
building long-term relationships with customers, contributing to increased trust
and e-loyalty. The study provided several recommendations for enhancing the
integration between social media marketing and e-CRM to achieve sustainable
business development.

Keywords: Marketing, Social Media, Electronic Customer Relationship
Management (e-CRM), E-Loyalty.
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cladaial) 3 49 SV aanl) pe 3830ad) 8] alals apisd) cp Ailian] AN 3 4Dl aagH?-
(0=5%) isine AV (ggine vic Liyiliall
aig SN pand) ae BRI ))3) alaly 35 SN DY) o &ilean] ANS @l Ble aagH’-
(0=5%) digiee ANV (s5ine die Dyihall cledaidl b

2l sial) o Al cfpriall 5Y ssaial)l jlaai¥) Jalad il o(7) cad) Jan

Coefficients non Coeffi
Modele standardisés standar t Sig.

A Erreur std Béta
(Constante) 2,269 ,120 22,59 | ,000
Hgnall Giladia 241 ,064 317 4,087 | ,000
Cgiigall 0,570 ,036 518 6,032 | ,000
SN Pley) ,639 ,042 ,666 13,58 ,003

a. Variable dépendante : g i Jaeall ae 38all 5l Slasd

Glaia Ao lalde) cpialdl dae) ot juaall
.Spss
A dasl) duda il
oo ST dgend) T day 0.05=00 (0 sl 52581g=0.000 dad o) LasdU el Joaall o1
Al G @l g dpedal) dpajdll (adyi Ll lganidl) ladea yio Groadl) die ddaall T 4o
aig S Jand) ae 38l 851 slady @lsanidl) Cilada G &dlas] ANa 53 A ang 4 Jois )
sdag (,317) il a8 (Beta) dalas f Wle ((0=5%) Ligina AV (g5t 2ie Loyihall ciladaiall 4
O gl oda e Ml sl by bl sl (8 Jiweall Ssadl e o) S 5Ll
Ll G day dlisy lgbea DA (o Liagli€all a2gd oS Lalaia) (g5 duhall dae Ciless3al)
Dl &g Sl aBlsa by i) e Wagas dand () (oand lasngalld @l e 383le s <lgiily
Oipally Cplladl Slanll aa saisall Jualilly (lgilagie ana Baliyy duig fSIY) Boadl 3 Lasag
cailalling agibie) (3aalg agihly agilalal ae caglailly Slguadll e
:AiY das 2l dua Al
29 Sig=0.000 dass dgaal) T dad ya ST dgeunall T a0 s (7) o) Jsaad) DA 0
On Ailan] AV @) ADle ang 4 Joi U Abad) dusadll Jlas Wl 0=0.05 e srl
gine AN (Grie de Auphall ciladaiall (& Ly S dianll ge 3D 3l alads Casiisal
el b il i) e olatl o) I s (,518) &l i) (Beta) alas o LS (0=5%)
A SN aeal) e 38l B)la) aladd 5 capiigd) G BLY) ABle aaii (Sang <lulaal s @il
duig SN glisine aoadi PIA e gl o gl b Lalaal 5 il dpilal) culelasall b
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230 ST s Al lebang dabapat Cilaguad g sl (e s 98 Lo S g damag il Ll
O Wl e Al lead w13y ¢ 3Ll s3a b AS)Lially agilac) aag DA (e han) (1
Akl Adkall Gl (L3 agleag Lle3l eDlenl (sal dakiiall 5y Gos

P AAIEY dae Rl A il

Joi ) Abal Gl jbas Lls 0.05=0 e sl (25 Sig=0.034ad § el Joaall
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Jrand) ae 3D 3lyf alasly e 5V ey o Baloy¥) padn (Kary lulal lalad) 45w
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PN ES
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P VIS Ay SalBY) (aey auis
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Vsl 53L35 eDlanll pe e oy 3 o) il Al e laa¥) Jualsill adlge ye Gagedll of aag
SRTPS

ceDlanl) A uyen b cullu) ol aal s 5g 5 (DleY) o ) s LS

B3 (8 uSh layiliy dg S Sleal) po ClBlall 5))) Gaaal 3 dial) US o S Gl Sl
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