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Abstract

The present study aims to determine effective strategies in an efficient Customer
Relationship Management (CRM) model at Bank Saderat Iran. This research employs a
mixed-methods approach. In the first phase, a group of internal and external experts of Bank
Saderat Iran was selected, and in-depth interviews were conducted using the Grounded
Theory method. To fit the conceptual model, an appropriate quantitative method was
designed and implemented. Accordingly, all employees of the marketing units as well asall
branch managers across the country were considered the statistical population. Among
them, 500 participants were selected using stratified random sampling as the sample. SPSS
and AMOS software were used to perform the necessary statistical analyses. The
Kolmogorov-Smirnov test was applied to assess the normality of data, and confirmatory
factor analysis was conducted for each variable involved in the research model. The
quantitative phase included testing 11 hypotheses derived from the model using the path
analysis method. After data analysis, the final CRM model of Bank Saderat was presented.
This process resulted in the identification of 11 categories forming the basis of the
conceptual model. The findings indicate that improving relationships between Bank Saderat
and its customers, increasing customer satisfaction and loyalty, as well as enhancing the
bank’s revenues can be considered outputs and effective strategies of an efficient customer
relationship management system.
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