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Abstract

Titel: Evaluating and Analyzing Risk of Customer Relationship
Management Projects at the sader bank branches in rasht city

Auther: Marziyeh motaghi sokachayi

Todays competitive pressures and customer recruitment costs are increasing
for organizations, building personal relationship with customers and building strong
relationships and make them loyal to the organization, an opportunity to differentiate
from competitors. Customer relationship management enables organizations through
understand customer needs and preferences ,make long-term profitable relationship
with customers as key to profitability in todays dynamic market. Beside the
advantage of Customer relationship management, its risks should not be ignored. The
purpose of this study is to identify the risks of Customer relationship management
Projects at the sader bank branches in rasht city and determine the significance of
these risks. in this regards, Customer relationship management risks has first been
recognized using library studies; those indexes then has been localized using
localizing questionnaires and considering banking industry’s environmental and
internal terms. And with putting the risks in the most relevant category, a proposed
hierarchy structure has been introduced for the risk priority. Finally, because of the
plurality nature of these indices, FAHP has been used for the rank customer
relationship management risks in the banking industry.The results demonstrate
different risks in relation to each category and these results could cover parts of risk
management process in Customer Relationship Management Projects.

Keywords: Evaluating, Risk, Customer Relationship Management, banking
industry’s
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