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Abstract

The banking industry has always been a place of study and change due to its fi-
nancial attractiveness and the ability to meet a wide range of customers. One of
the most important platforms for attracting and retaining customers is applying
proper customer relationship management strategies with the help of proper e-
banking services. Therefore, the main purpose of this study is to investigate the
impact of “Customer Relationship Management” strategies on “Improving the
quality of electronic services” in order to “improve marketing performance” with
a view to moderating role of culture.In this applied descriptive-correlational
study, quantitative data were collected from the statistical population of "cus-
tomers" and "employees"” of Parsian Bank branches in Tehran. The four concepts
examined in this study were assessed using a questionnaire. After obtaining the
necessary validity and reliability (Cronbach's alpha greater than 0.9), the ques-
tionnaires were distributed to a sample of 384 customers and 217 employees of
the statistical community (selected by random cluster sampling). Data were ana-
lyzed using structural equation modeling with PLS software. The results indicate
that the model fits well and can predict accurately the simultaneous relationships
of variables. Accordingly, the maximum impact among variables is due to "Cus-
tomer Relationship Management Strategies” on "Quality of E-Banking". Finally,
based on the obtained results, solutions were presented for use by the research
community.

Keywords: Customer Relationship Strategies, Customer Relationship Manage-
ment, Marketing Performance, Quality of E-Banking Services, Culture.
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