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0 ABSTRACT O

Customer Retention Management (CRM) provides a strong competitive advantage for
the organization to stay in the market. It helps management to track customer interactions
with the organization and allows employees access to all customer,s previous information;
CRM gains its importance by creating a strategic vision to achieve the organization's goals
of maintaining customers and reaching loyalty through integration with marketing policies
and product development To increase the sales of the organization and to make offers that
attract the target customer and interact with him in a way that ensures its preservation.

The aim of the study is to define the reality of the application of CRM during the crisis
period (2018-2011) in the Syrian private banks in Lattakia, and study the dimensions of
customer relationship management in these banks, and then study the impact of these
dimensions on the performance indicators that were measured through indicators of
profitability, customer complaints, strong relationships with customers, customer
satisfaction and loyalty. In order to achieve this, two main hypotheses were formulated.
The researcher used the questionnaire technique to collect the data analyzed using
statistical tests, the most important of which were the one-sample t. test, and the Pearson
Correlation test. The researcher has reached several results, the most important of which is:
a good evaluation of the availability of CRM dimensions in the studied banks, and there is
a positive relationship between these dimensions and performance.

Key words: Customer Relationship Management, key Customer, Knowledge
Management, CRM Technology, Customer Satisfaction, Customer Loyalty, Private Banks,
Lattakia Provenance.
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4, Pearson Correlation 948" 8357 920 1 888" 952"
Sig. (2-tailed) .000 .000 .000 .000 .000
N 93 93 93 93 93 93
LaslsS Pearson Correlation 822" 880" 946~ 888" 1 964™
Sig. (2-tailed) .000 .000 .000 .000 .000
N 93 93 93 93 93 93
31 Pearson Correlation 921" 945" 987" 952" 964" 1
Sig. (2-tailed) .000 .000 .000 .000 .000
N 93 93 93 93 93 93

**_ Correlation is significant at the 0.01 level (2-tailed).
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