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Electronic Customer Relationship Management (E-CRM) in
the Palestinian Hotel Sector

Prepared By: Raghad S. Sultan.

Supervisor: Dr. Yousif Abu- Farrah.

Abstract

The study aims to identify the reality of Electronic Customer Relationship
Management (E-CRM) in the Palestinian Hotels in the West Bank, through specific
areas and factors, such as technical support services, demand management and
electronic payment techniques, involvement of customers with adequate data and
information, customers’ electronic security, and customers’ privacy.

The study tool (the questionnaire) was distributed to a sample of (224) persons
from the Palestinian hotels. The study adopted the descriptive approach and used the
questionnaire as a tool for collecting the required data. The study found that Palestinian
hotel websites contain reliable data and information, and provide the customers with
adequate explanation of the various hotel services. Hotels’ websites use electronic
order tracking tools. These Palestinian hotels interact with customers effectively and
answer their questions quickly and clearly.

The results revealed that the websites of these hotels achieved a high level of
effectiveness according to the opinions of (84.8%) of the respondents. (82.3%) indicated
that these hotels provide good technical support services to customers. (64.6%) of
respondents confirmed that these hotels provide tangible returns and incentives to their
customers. (51.4%) indicated that these hotels offer gifts and encouragement awards to
customers who make electronic reservations. (84.4%) of respondents explained that
these hotels are interested in managing electronic orders and online payment methods
for hotel services. (83.4%) confirmed that these hotels engage customers with adequate
data on their services. (86.0%) showed that these hotels achieve electronic security for
their customers who handle it electronically. (81.9%) indicated that these hotels achieve
privacy for their customers who handle them electronically.

In light of the results, the study recommended that more attention be given to the
factor of experience in hotel management. This can be reached by employing workers
who have more years of experience, especially in administrative and supervisory
positions, and the continuous improvement and development of the hotel’s website to
keep pace with recent developments in web design software. Moreover, they also need
to develop the electronic reservations and payment software to ensure a high level of
security and privacy for customers. Finally, the hotel management must work
permanently and continuously to raise the level of technical support and develop
modern systems capable of handling the requests of several customers simultaneously.



Key words: Electronic management, relationship with customers, the hotel sector,
Palestine.
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