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Investigating the Effects of Cloud Computing-Based Software on Customer
Relationship Management in the Qarzol-Hasaneh Mehr Iran Bank

(Case study: province markazi)
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Abstract

One of the main indicators of customer relationship management business. Given the rapid growth of e-
business, information technology has become a very necessary need to create effective productivity and
transactional relationships among organizations. As a result, cloud computing (CC) is a critical factor
for organizations to achieve better performance. The process of integration between cloud computing
(CC) and customer relationship management (CRM) is a new research factor. Scientific research and
literature reviews of cloud computing and CRM processes are limited. However, the impact of cloud
computing on the CRM process is under investigation. The present research is applied in the field of
applied research and in terms of the method is in the category of scientific research. In this way, statistical
technique of structural equations is used. The research population consisted of 189 employees of the
Markazi province Qarzol-Hasaneh Mehr Iran Bank. Sampling method was used to determine the sample
size in multivariate regression analysis in structural equation modelling .In this research, a questionnaire
was used to collect the required data. Data analysis was performed using path analysis and structural
equation modelling. The results of hypothesis testing using LISREL software and using t-test and path
coefficients (y) showed that Cloud computing-based software has a positive and significant effect on
customer attraction and has a strong impact. Cloud computing-based software has a positive and
significant impact on customer loyalty and has a strong impact. Cloud computing-based software has a
positive and significant impact on customer uptake and has a strong impact.

Keywords: Cloud computing, CRM, customer attraction, customer Loyalty, Customer increase
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