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The role of using social networks and electronic customer
relationship management in improving the marketing
performance of insurance companies
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Abstract

Insurance companies need information about the needs and wants of customers to attract and retain
customers and improve their performance, and access to this information is possible through
constant communication with them. Due to the expansion of the use of information technology
in recent years, one of the most effective methods used to communicate with customers is
the use of social networks and the implementation of electronic customer relationship
management. The purpose of this study is to investigate the role of using social networks
and electronic customer relationship management in improving marketing performance in
insurance companies. The statistical population includes the managers and employees of these
companies, which is a total of 280 people. A sample of 162 people was obtained based on
Morgan table, and finally 155 questionnaires were collected. Structural equation model with
LISREL software was used to analyze the data. The results show that the use of social networks
and success in implementing e-customer relationship management has a positive effect on the
marketing performance of insurance companies. The use of social networks also has a positive
effect on the success of the implementation of electronic customer relationship management.
Success in implementing e-customer relationship management has also played a mediating
role in the relationship between the use of social media and the marketing performance of

insurance companies.
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