The Moderating Role of (Perceived Ease of Use and Perceived
Usefulness) on the Relationship between Mobile-Customer

Relationship Management and Post- Purchase Behavior
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Abstract



Customers' online shopping intentions have not changed in response to
technological advancements, making it difficult for businesses and marketers to
invent new strategies to maintain long-term relationships with customers and
encourage them to repurchase despite unprecedented technological advancements
around the world. Following these issues, the current study investigated how M-
CRM, Perceived Ease of Use, and Perceived Usefulness influenced Post-Purchase
Behavior, as well as how Ease of Use and Perceived Usefulness moderated the
relationship between M-CRM and Post-Purchase Behavior. The study introduces
the Unified Theory of Acceptance and Use of Technology as a theoretical
framework to accomplish this goal. The 250 responses were evaluated using
Smart Partial Least Squares after the data was obtained from a random sample of
Jordanian consumers. M-CRM, as well as Perceived Ease of Use and Perceived
Usefulness, had a beneficial influence on post-purchase behavior, according to
the data. Perceived Usefulness and Ease of Use moderates the relationship
between M-CRM and Post-Purchase Behavior. Companies might use these facts

to develop a marketing strategy for Jordanian customers.
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