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Abstract

Advancements in technology such as and centers call web based
have made communications relationship marketing and customer
relationship management a as reality in recent years . In reality ,
customer relationship management is a new area where firms can
gain a competitive advantage and organizations are increasingly
realizing the importance of knowing their customers better.
However, decisions for CRM implementation have been hampered
by inconsistency between information technology and marketing
strategies, and the lack of conceptual bases necessary to develop
the success measures . this study explores the eCRM system
success model that consists of eCRM initiatives: process fit,
customer information quality, and system support; intrinsic
success: efficiency and customer satisfaction; and extrinsic
success: profitability. These constructs underlie much of the
existing literature on information system success and customer
satisfaction perspectives. We found the empirical support for CRM
implementation decision-making from 120 respondents both staff
clients of police ni Islamic Republic of Iran.These findings should
be of great interest to both researchers and organizations.
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