i gl | et
Cevroea) rooldl vy sull

L.u\JJ :‘\J\J\géﬁﬂégxﬂ\ e 304) yga
i jlaall (e a3 8 clalall Ga dlad 4e Ui
Jua gall ddyaa B AaY)

The Role of Customer Relationship Management in
Enhancing Customer’s loyalty: An Exploratory Study
of Worker Sample in Number of domestic Banks in
the City of Mosul

30 JT oo _ywigy Wt 6 49551
Brguid1 8,157 ud — el 3lius]
Jogall drolo—alaidl g 8 ,la¥! Al

Najlah Y. Mohammed (PhD)
Assistant Professor

Department of Marketing
University of Mosul
Naglla2001@yahoo.com

AR RTAR AR G-V IUPRE T

N gLl dozxo Cpnly g0
Jogoll dnslo— slaid¥ly &, (oY1 Ads

Omar Y. Mohammed
Assistance Lecturer

Department of Marketing
University of Mosul
Omeryasen@yahoo.com

ARRRJARYL SRUENIFL EE


mailto:Omeryasen@yahoo.com

[YrY] e Yo 30s oW L] oo

Laliiuall

1A% g AN 5 (Baad D gl clBNle B lal el edasi ) Jad) dad) Giags
Al e St (A1 Arand Aaiia o (B Aealia¥) 53S0 Glang CpAll) Guand) cpda Aaad
Aay (Alagal) o Ul (B Ciad) A0 1M ASLE 5 i el Clala add ) clasdl)
O3 s¥ 9 (AL Alaadlc 3 8Y1) o Sl | puuda 1 ke ddia gy ¢y 9030 ilBSle 5 )0)
AWy Bl ¥ ABe dagds Sy uall a) j8) Jabada pda g g Lt | ke Adea gy
e 18 Ao iy, s A Aga e Ay iads Aga e Qg LB B0 O
Clilall (SPSS.11) (silwaal) el sl aladiialy Lo JLid) asi ) A ) il jil)
($1o2al) pgiaian Gray Claladl) (i gasall 318Y) G (i) 3 jlaia) A (e daagal)
Alia slganl Claliiuy) (e de gana ) Gl Juagiy o gasall LAY G jlaall b
AN g (Balad B Lghl ey g ) e B 1oy A gina ATV (3 Jaliyl g il dddle

Ol £Y9 - Ca ) clddle 51y sdsalidall cilalsl)

Abstract

The current research aims to explain the role of customer relationship management in
enhancing the customer's loyalty and because of the importance of the two dimensions. It
should be adopted by organizations ,especially those who providing services in order to
achieve customer's satisfaction .So ,the research adopted the subject of customer
relationship in the field study considering an explained variable represented by (process,
technical ,people) ,and customer's loyalty as a responsive variable. The researchers were
assume a hypothetical plan for the research that reflects the nature of relation and effect
between the customer relationship management and its loyalty . The researchers put some of
main hypothesis which tested by using (SPSS.11) software for the data collection from the
questionnaire that gained from some of private banks employee and mangers .The research
found some conclusions ,the most important one is : There is a significant correlation and
effect between costumer's relationship  marketing and customer's loyalty.
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