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Abstract: Despite the growing significance of electronic customer relationship
management (E-CRM) and its influence on consumer behaviours, there remains
a scarcity of studies investigating the underlying mechanisms necessary for
enhancing customer loyalty. In light of this gap, this study is a foremost study
that aims to investigate a comprehensive model that examines the relationship
between E-CRM and customer loyalty, employing the senal mediation of
customer experience and customer satisfaction. Data was collected from 836
bank customers utilising E-CRM services provided by their banks. The findings
indicate that E-CRM plays a vital role in fostering customer loyalty through the
serial mediation of customer experience and customer satisfaction. The study
will aid banks in establishing closer connections with their customers by
targeting their specific needs and delivering value-added services, all while
actively engaging through feedback to enhance customer service.
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