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Abstract

Entrepreneurship has become one of the compelling concepts in the fields of management and
information technology in the contemporary era. On the other hand, Social Customer Relationship
Management represents an innovative paradigm that integrates social media into traditional
customer relationship management technologies, serving as a novel approach to managing
customer relations. The present study employs a correlational method for data analysis, describing
the relationship, and a structural equation modeling approach. The research aims to investigate the
influence of independent variables (organizational background, technical background, societal
coercive pressures, mimetic pressures, and normative pressures) on the dependent variable
(entrepreneurship in social customer relationship management) within the desired statistical
population and determine its impact. The current research utilizes a survey method for data
collection. The statistical population consists of managers, deputies, and experts of Resalat Bank
in Tehran, totaling 420 individuals. Convenience sampling method was used to determine the
required sample size, and the sample size was determined to be 201 individuals using the Cochran
formula. A standard questionnaire was used to collect the necessary information and measure the
research variables. The content validity and reliability of the measurement tool were confirmed
through Cronbach's alpha coefficient. Smart PLS 3 software was used for data analysis. The results
indicate that the driving factors of innovation significantly influence entrepreneurship in social
customer relationship management. Additionally, coercive and normative pressures have a
significant impact on entrepreneurship in social customer relationship management.
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