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Abstract :
In this paper, we present a conceptual framework that helps to better understand and
assess the impacts of information technology on customer loyalty in the banking sector.
To do so, we define the concept of customer loyalty and identify its antecedents. A
conceptual framework describing the impacts of information technology on loyalty is
developed based on the literature in marketing, social psychology, and communication.
The framework suggests that electronic banking might have different effects on loyalty
depending on the type of customer.
The level of information technology implemented by the banking sector has links to
customer satisfaction which consequently leads to customer loyalty and customer
retention.

Key words: Information technology, customer relationship management (CRM),
customer satisfaction, customer loyalty.
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