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Abstract
This study deals with the statement of the important role of
customer relationship management as a mediating variable in the
relationship between digital marketing tools and the quality of
banking services by applying it to the employees of commercial
banks in Dakahlia Governorate. This study aims to reveal the
nature of the relationship between digital marketing tools and the
dimensions of customer relationship management, as well as to
identify the nature of the relationship between digital marketing
tools and the dimensions of service quality, and to identify the
nature of the relationship between the dimensions of customer
relationship management and the dimensions of service quality.
Determining the direct effects of digital marketing tools on the
dimensions of customer relationship management, as well as
determining the direct effects of digital marketing tools on the
quality of services, and determining the direct effects of the
dimensions of customer relationship management on the quality
of services. And determining the indirect impact of digital
marketing tools on the quality of services through the mediating
role of customer relationship management dimensions for
employees of commercial banks in Dakahlia Governorate. The
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study was conducted on a sample of (336 individuals), and after
excluding the forms that are not valid for analysis, the number of
forms valid for analysis reached (323), representing a response
rate of (96.13 %) of the total distributed forms. The study
concluded that there is a significant correlation and a direct moral
effect between digital marketing tools and the dimensions of
customer relationship management. The quality of services, and
the results also highlighted the increase in the moral impact of
the dimensions of digital marketing tools on the quality of
services through mediating the dimensions of customer
relationship management on employees of commercial banks in
Dakahlia Governorate.
key words:
Digital Marketing, Quality of Services, Customer Relationship
Management, Commercial Banks.
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