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Abstract:

This This study aimed to analyze the impact of marketing information systems on the effectiveness of customer
relationship management, considering digital transformation as a mediating variable in the Libyan banking sector. The
research was conducted through a field study at the Bank of the Republic in Tripoli. The study adopted a descriptive-
analytical approach and employed a questionnaire as the primary data collection tool from a purposive sample of 81
employees working in the Marketing and E-Payment Departments. Data were analyzed using SPSS software. The

results revealed a significant direct effect of marketing information systems on the effectiveness of customer
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relationship management, a significant effect of marketing information systems on digital transformation, and a
mediating role of digital transformation in enhancing the relationship between marketing information systems and
customer relationship management effectiveness. Based on these findings, the study offered several recommendations,
notably the importance of investing in human capital development through specialized training programs in marketing
information systems and digital transformation, developing an integrated digital infrastructure that combines
marketing information systems and customer relationship management, and establishing measurable performance
indicators to monitor the effectiveness of these systems, thereby improving information quality and enhancing

customer relationship management effectiveness.
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