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Abstract 

This study aimed to identify the most obstacles that 

face the application of Electronic customer relationship 

management at commercial bank in Egypt (National Bank 

of Egypt - Banque Misr , Banque du Cairo ), in Cairo The 

research problem is Determining the obstacles facing the 

banks under study in the electronic customer relationship 

management application , The study community is 

represented by all managers responsible for departments 

concerned with customer relations , The numbers its 

vocabulary is (  )The comprehensive survey method was 

used to collect the primary data needed for the study , The 

response rate was about 79%, it was possible to analyze the 

collected data by using some analysis methods multivariate 

analysis , The results of t the study for evaluating the 

validity and reliability of the scales used in the study 

showed the possibility of relying on only 23 variables out 

of 26 variables as a measures to study the perceived 

obstacles t t to applied E-CRM, all of these variables have a 

high degree of validity and  Reliability , There are a 

number of obstacles facing the banks under study 

(organizational obstacles – human obstacles – financial 

obstacles – technological obstacle's), The study presented a 

set of recommendations to identify ways and tools to 

address all the obstacles facing banks to applied E-CRM.  

 Keywords: Electroinc customer relationship 

management (E-CRM),  
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