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Examining of Customer Relation Management (CRM) components in service system organization
(Case study: Bank Mellat)
Hadis Parvizi zadeh, Mohammadreza Monjazeb, Ayub Rahimzadeh

Customer as the power and mainstay of the any organization always has special importance and consenting customers
and creating loyalty in him is the important issues in management science. Organizations especially banks as the
competitive and dynamic environment in the world are faced primary challenges and must find new ways to attract
customer and create loyalty in him. By using Customer Relation Management (CRM) organizations will be able to have
relations with customers increase productivity and reduce the costs especially in private banks because of shareholders
and profit organization. In this research the CRM components is studied which derived from the Chen-Popovich model
that the case study is done in Bank Mellat in Kermanshah province, 19 selected branch by occasional election and using
questionnaire of the clients and staffs also by using an operational program and the function results of these
assumptions, in this research was the results that the performance of the bank in different components and CRM
customers satisfaction and employees as the main customers banking services in many fields will be evaluated as an
ideal but needing an innovation and distinct services and customer scaling completely sensible.
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