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Extended Abstract
Abstract
The outbreak of dangerous epidemic diseases is one of the risk factors for

facing critical thresholds, which is one of the most important challenges
for sustainable development. Today, the COVID-19 epidemic has led to
unpredictable changes. These changes have inevitably affected the
relationship between sellers and customers and have changed the ways in
which these two main pillars of business interact. In the meantime, the
establishment of sustainable E-CRM, is considered as a sustainable
competitive advantage and leads to sustainable CRM and customer
loyalty and ultimately organization sustainable development. The present
article aimed to investigate the effect of success factors of sustainable e-
CRM in the context of the COVID-19 epidemic, considering the
mediating role of customer satisfaction, trust and retention on the
performance of an insurance company and its sustainable development.
This research is an applied and descriptive-survey correlation. The
statistical population was the employees of an insurance company. The
validity of the questionnaire was assessed as content validity method and
its reliability was assessed as satisfactory through SPSS and confirmatory
factor analysis. The research hypotheses were tested using the structural
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equation model. The results showed that the main hypothesis and eight
sub-hypotheses were confirmed. In other words, the success factors of
sustainable E-CRM in the context of the COVID-19 epidemic, affect the
performance of the insurance industry and lead to sustainable
development. Of course, in this effect, customer satisfaction, trust and
retention with averaging and standard deviation: 4.27+£1.09, 3.75+1.25
and 3.33x0.73, respectively, play the role of partial mediation.

Introduction

The most important challenges of sustainable development are: "Paying
attention only to sustainable growth (while growth focuses on only one
dimension of development)" and "Risk of facing critical thresholds". One
of the cases of "risk of reaching critical thresholds" is: the incidence of
dangerous epidemic diseases (Zahedi, And Najafi, 2006). Today, the
Covid-19 epidemic, in addition to major health consequences around the
world, has unexpectedly emerged as a major shock to the global economy
and businesses (Arslan, et al., 2021). The Covid-19 epidemic showed that
countries were not prepared to deal with major, long-term crises (Orengo
& Sénchez, 2021) and have not yet achieved full sustainable development
in their respective areas. However, this unpreparedness was not desirable
in societies in conditions of sustainable development; Much more. Covid-
19 provides the ideal background for marketing managers to understand
how technology translates demands into needs, creates new habits in
customers and family budgets, and replaces old needs (food, shelter, and
clothing) with new ones (telephone, internet and applications, etc.)
(Orengo & Sanchez, 2021). Accordingly, epidemics and quarantine
increased the acceptance and intensity of the use of technology. This
exogenous stimulus led to the special use of technologies in relation to
customers in order to overcome physical limitations (Bettiol, et al.,
2021). One of these technologies is digital technologies. In other words,
the Covid-19 pandemic has greatly affected corporate competition
because of the limitations it has placed on relationships with current and
new customers. This epidemic has led companies to pay more attention to
sustainable development and to re-emphasize digital customer
relationship technologies to redefine business processes as well as
customer relationships and marketing strategies (Bettiol, et al., 2021).
Meanwhile, electronic customer relationship management (E-CRM) has
become an important tool for resilience (Sustainable Development) of
businesses to deal with destructive events (Orengo & Séanchez, 2021). E-
CRM technology can use channels such as email, website, social
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networks, SMS, TV, video messaging and IVR. On the other hand,
insurers, like other service businesses, attach great importance to
achieving the loyalty of their current and future customers; this is because
it is a fundamental principle for business continuity with increasing
profits. Insurance companies must meet the expectations of their
customers to increase their loyalty by seeking effective and efficient
sustainable development solutions. Obviously, the most important aspect
of any successful business is the "customer"”. Therefore, insurers must
meet their customers' expectations by maintaining strong and long-term
relationships with them, confidently managing the data using efficient
and effective sustainable development methods. This article tries to
investigate the effect of e-CRM success factors on the performance of the
insurance company, satisfaction and trust, and finally the level of
customer retention in the face of one of the challenges of sustainable
development today (i.e., Covid-19 crisis management).

Case study
The case study of the present article includes the management of Tehran

province branches of a private insurance company. In this regard, the
statistical population of the study is all employees of five active branches
in Tehran province and the head office of the insurance company. The
total number of employees in these branches is 275. The statistical
sample size of the present study was determined based on Cochran's
formula, 160. Also in the present study, stratified random sampling
method has been used to select a statistical sample. Thus, the statistical
population is classified into 6 classes based on active branches and then
based on the population of each class, the share of each branch in the
statistical sample is determined.

Theoretical framework

Customer Relationship Management (CRM) is a combination of people,
processes and technology that seeks to understand a company's customers
(Beula, et al., 2020). Farmania et al. (2021) showed that the conversion of
CRM activities to E-CRM, in a digital commerce system that is widely
used by people to buy through apps or websites; Leads to sustainable
development through the production of e-loyalty and open innovation and
ultimately profitability. The results of research by Akrosh et al. (2011),
Sivarax et al. (2011), Lam et al. (2013), Wali et al. (2015), EIdmore et al.
(2019), show that with the establishment of E-CRM system, active
organizations in the banking and insurance industry, they face increased
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efficiency, customer satisfaction and ultimately profitability. Today,
however, this improvement is parallel to the Covid-19 pandemic, in the
sustainable development of other areas such as health (Bashar et al.;
2020), tourism and hospitality industry (Picotors et al.; 2021), small and
medium enterprises and SMEs (Herman et al. al., 2021) and so on.
Research results of Kheiri and Naieji (2009), Kamalian et al. (2009),
Hassanzadeh and Dalil-e-Tajari (2012), Mohammadi and Sohrabi (2017),
Khoshbakht and Modi (2017), Nowruzi and Jafari (2017), Mohammadi et
al. (2018), Rangriz and Bayrami Shahrivar (2019) and Mohammad
Shafiei et al. (2020) show that with the introduction of E-CRM, Iranian
organizations will face increased efficiency, customer satisfaction and
ultimately profitability.

Methodology

The present research is applied in terms of purpose and in terms of
method, in the field of descriptive research and survey and correlation. A
guestionnaire based on the research hypotheses was used to collect data.
The statistical population of the study is 275 people. The statistical
sample size of the present study was determined based on Cochran's
formula, 160. After determining the measurement models to evaluate the
conceptual model of the research and also to ensure the existence or non-
existence of a causal relationship between the research variables and to
examine the appropriateness of the observed data with the conceptual
model of the research, the research hypotheses were tested using
structural equation modeling. The test results of the hypotheses are
reflected in the relevant diagrams.

Discussion and Results

The results of this study showed that E-CRM success factors in the
context of sustainable development (Quaid-19 crisis management) have a
positive effect on customer satisfaction, trust and retention (Hypotheses 1
to 3). Also, customer satisfaction and trust (Hypotheses 4 and 5) are
almost equally effective on customer retention (0.25 and 0.26) and the
findings indicate that all three variables of customer satisfaction, trust and
retention affect the company's performance (Hypotheses 6 to 8). They
have a positive that the most share is related to customer trust (0.31). The
results also show that customer satisfaction, trust and retention in the
relationship between the impacts of E-CRM success factors on company
performance play a partial mediating role.
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Conclusion

Given that the research results show that the success factors of E-
CRM, in the context of sustainable development (Covid-19 crisis
management), affect the company's performance by mediating the
role of customer satisfaction, trust and retention, so for sustainable
development of the company through strengthening and Improving
customer satisfaction, trust and retention, and performance of the
insurance company under study The following solutions are
suggested: 1- In terms of sustainable marketing development,
dealing with Covid-19 highlighted two key points that companies
need to focus on to manage the crisis. They need to believe in
customer orientation and do their best to satisfy and care for them.
In this regard, E-CRM is one of the best solutions. Also from this
perspective, it can be confirmed that communication is not only a
means to reach the customer with the right message, but also the
starting point of marketing processes. 2- In order to be more
successful in  sustainable development (Covid-19 crisis
management) in the field of investment in the development of ICT
infrastructure, especially the development of a comprehensive
database for the more efficient implementation of the E-CRM
system, Have serious planning and diligence. 3- It is suggested that
the insurance company under study with the aim of sustainable
development, try to make customers see a greater match between
the characteristics of the services received and their needs. To this
end, the company can personalize its E-CRM system. That is, by
developing profiles into comprehensive and specialized profiles for
each customer, as soon as he enters the E-CRM system, the
customer needs to provide the required services in accordance with
the customer's request in order to please him.

Keywords: Sustainable Customer Relationship Management,
Sustainable Electronic Customer Relationship Management,
Customer Satisfaction, Customer Trust, Customer Retention.
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