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Abstract

The temporary world has witnessed a significant change in the field of
communications and services to the emergence of many modern issues, including
the electronic services system, such as managing the relationship with customers,
which imposed itself on institutions that are interested in developing the
relationship with customers. This Study aims to determine the impact of CRM on
achieving the Customer Satisfaction, through the study of concept of customer
relation management, components and objectives and benefits of CRM. To achieve
the objectives of the study it has been developed a questionnaire and distributed to
a sample of 50 customers of the central branch of SLWE, the researcher used some
statistical methods (descriptive and analytical) for the purpose of answering the
study questions and test hypotheses. The study found a strong relationship between
the application Customer relation management and customer satisfactions which
contributed to the business of collection and reflected positively of the SLWE
work.

Keyword: CRM: Customer relationship management, Customer satisfaction,

customer loyalty.
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