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Abstract : Worldwide, improving tourism competitiveness has been on the agendas of many stakeholders of the hotel sector,
and they seem to have agreed that one of  the best  ways to compete is  via the implementation of  electronic customer
relationship management (e-CRM). In so doing, the organizations enjoy strategic positioning on the competitive market by
managing better not only the customers but, other business components including knowledge and employee management. Over
the recent years, the tourism industry in Mauritius has witnessed a drastic economic boom at international and national levels;
providing a new outlook to boost business performance through existing and potential customers. E-CRM has been one of the
management tools used to achieving this position. Thus, this insightful context- Mauritius- was opted for the study. The aim
was to assess the effectiveness of e-CRM as a strategic tool in the hotel sector in Mauritius through the implementation of
business strategy to create competitive advantage and impact on the business performance. To achieve the objectives of the
study, a quantitative research methodology was adopted and the research revealed that e-CRM is indeed an effective strategic
tool  in  the  hotel  industry  in  Mauritius  that  can  provide  a  competitive  advantage  and  impact  positively  on  the
organization&rsquo;s performance.
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