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Abstract:

This study aims to analyze the relationship between dimensions of
Electronic Customer Relationship Management (e-CRM) on
sustainable competitive advantage, represented by its dimensions:
differentiation, cost reduction, innovation, proper timing, and core
competencies. The study was applied to EgyptAir. It adopted a field
survey approach through a questionnaire distributed using a random
sampling method via an electronic form designed with Google Forms.
The final sample consisted of 368 employees from the company. Data
were analyzed using the statistical software SPSS (Version 25).

The results revealed a significant and positive impact of the dimensions
of e-CRM on sustainable competitive advantage, confirming the vital
role of e-CRM in supporting performance efficiency and enhancing
EgyptAir’s competitive capability. Based on these findings, the study
presented a set of practical recommendations that contribute to
maximizing the benefits of e-CRM in strengthening the sustainability
of the company’s competitive advantage.

Keywords: Electronic Customer Relationship Management (e-CRM),
Sustainable Competitive Advantage.
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