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Abstract:
- This study aims to test and analyze the relationship between
the use of electronic marketing tools and customer knowledge
management in public commercial banks in Egypt. To achieve
this goal, 384 electronic and paper questionnaires were
distributed to a random sample of employees in the banks
included in the study.
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The main results of the study showed a significant impact of
electronic marketing in creating and enhancing customer
knowledge management in the banks under investigation. The
study also found a correlation between electronic marketing
tools and customer knowledge management. However, the use
of electronic marketing applications and tools in public
commercial banks in Egypt is still incomplete, particularly in
terms of customer knowledge management.
Furthermore, the study concluded that knowledge management
based on information quality is a competitive advantage for
public commercial banks, and it can be achieved through full
and proper utilization of customer knowledge management
systems. These systems can facilitate the organization of a
database that enables search, retrieval, and dissemination of
knowledge among all employees regarding customers.
The study concluded by providing a set of recommendations in
the form of an action plan to support understanding and
utilization of E-Marketing technologies and applications, to
enhance customer knowledge management in the banks
included in the study.
Key words: Electronic Marketing - Customer Knowledge
Management - General Commercial Banks.
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