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Abstract

Customer Relationship Management in bank in Palestine: Suggestions

for Improvment

The study aimed to explore the concept of Custmer Relatioship
Management, and level of application of it in banks in Palestine, in addition
to identify the used strategies in bans in order to applied it, and to provide

suggestions to develop it.

In order to achieve the study objective, the researcher use the
Exploratory Descriptive approach, as well as the interview and questioner
were used as the study tools. The sample was consisting of two parts: first:
12 marketing managers in head office of banks, in addition to 70 branch

managers from 206 was chosen randomly and data analyised by SPSS.

The results showed that there is match between views of head offices
and branches in banks about CRM concept, and there is a high level of

application of CRM in banks in Palestine.

The study suggested the following recommendations: build a strong
database in order to well known to the customers to creat suitable products
and services, to get a loyal customer; banks need to build a strong
relationship with him depends on cooperation, and finally use technology to

achieive effective connection with customers and applied CRM.
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