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Abstract : Digital platforms, such as The Internet, and the advent of digital marketing strategies, have led to many changes in
the marketing of goods and services. These have resulted in improved service quality, enhanced customer relations,
productivity gains, marketing transaction cost reductions, improved customer service and flexibility in fulfilling customers’
changing needs and lifestyles. Consequently, the purpose of this study was to determine the effect of digital marketing
practices on the financial performance of mobile network operators in the telecommunications industry in Kenya. The
objectives of the study were to establish how digital customer relationship management strategies on performance of mobile
network operators in Kenya. The study used an explanatory cross-sectional survey research design, while the target population
was made up of from the 4 major mobile network operators in Kenya, namely Safaricom Limited, Airtel Networks Kenya
Limited, Finserve Africa Limited and Telkom Kenya Limited. Sampling strategy was stratified sampling with a sample size of 97
respondents. Digital customer relationship strategies were seen to influence firm performance, through enhancing
convenience, building trust, encouraging growth in market share through creating sustainable relationships, building
commitment with customers, enhancing customer retention and customer satisfaction. Digital customer relationship
management were seen to maximize gross profits by increasing customer satisfaction, loyalty and retention. The study
recommended upscaling the use of digital customer relationship management strategies to further enhance firm performance,
given their great potential in this regard.

Keywords : customer relationship management, customer service delivery, performance, customer satisfaction

Conference Title : ICAMT 2017 : International Conference on Accounting Management and Technology

Conference Location : Bangkok, Thailand

Conference Dates : December 18-19, 2017

International Scholarly and Scientific Research & Innovation 11(12) 2017 1 ISNI:0000000091950263


https://publications.waset.org/abstracts/79968.pdf

