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Summary:

The main objective of addressing this topic is to provide a theoretical framework that identifies and
defines the various concepts related to relationship marketing, especially the concepts of customer
relationship management as a modern administrative approach. Quality of service.

The results of our study showed that the Bank "BDL™s awareness of the concepts and procedures of
managing customer relations, especially with regard to retaining the current customer, winning his
friendliness and ensuring his loyalty, remains weak until now. The concept of customer relationship
management in BDL Bank had a true positive impact in improving the quality of the bank's services, but it
Is still significant in meeting the ever-changing expectations of its customers.

Keywords: relationship marketing, customer relationship management, service quality, custo
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