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Abstract:

This study seeks to achieve a main goal, which is to: analyze the
relationship between the use of customer relationship management in
order to improve the performance of logistical activities related to
logistics efficiency in terms of the quality and efficiency of local
logistics services in order to improve the UAE’s ranking in the
logistics performance index in the logistics efficiency standard. This
is in the central administration and customer relations management
of the free zone in West Port Said Port and Damietta Port. The
researcher relied on the descriptive analytical approach through
theoretical study, analytical study, and personal observation, and
used survey lists as a tool for collecting field data. Two survey lists
were designed, the first directed to The service providers (senior
management, employees) in the free zone in West Port Said Port and
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Damietta Port, and the second is directed to the recipients of the
logistical service (customers). Each list included a set of statements
that measure the attitudes of the sample members towards the
variables of the study. The research population from the senior
management category reached (78) employees, and the sample
consists of a stratified sample, from among (centre heads), and the
sample size for the category of workers in logistics offices was (234)
employees, and the research population from the customer category
(service recipients) reached ( 114) customers, and the total sample
size for the study was (426) samples. The study concluded with a set
of results, the most important of which are: There is a correlation
between customer relations in improving logistical performance in
the free zones of Damietta Port and West Port Said for senior
administrative positions in various dimensions, as the coefficient of
determination shows the overall effect. The positive aspect of the
independent variable is customer relationship management in its four
dimensions in improving logistical performance. Among the most
important recommendations of the study: benefiting from the
international experiences of successful ports that apply customer
relationship management in order to obtain a logistics environment
that contributes to raising logistical efficiency and competitive
excellence.

Key words: “customer relationship management, logistics
performance, logistics efficiency, logistics cost, service quality,
marine ports.”
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