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Abstract:

The aim of this study to identify the reality of the application of the customer relations

management in the Bank of Palestine-branches and offices Palestine Bank in Hebron

governorate, where the study was conducted during the month of November of the

year 2015m, and be a study of the staff of the Bank of Palestine in the branches and
offices of the Hebron governorate who work in the department as well as the sections
of the Marketing and Customer Service The sample size (35) male and female

employees from the study. Where the study applied using the descriptive approach

analytical work, using identify consisted of two parts, the First Section general

statements, and section II questions described the reality of the application of the

customer relations management in the Bank of Palestine which consists of (66) a

paragraph distributed on three axs, and statistical treatment using the program (SPSS).

The results of the study showed that the reality of the application of the customer

relations management in the by
anches and office
s of the Bank of P ine 1
alestine in the
governor

ate of Hebron was hi i
high which was measured through the mechanisms for the

acquisiti 1 S
quisition of new clients and to maintain current customers under th
under the highly

competitive environmen .
p t where the attention of the Bank of Palest;
Stine mechanisms for

the acquisition of new clients and to maintain current ¢
ustomers hj
igh

] » according to the
opinion of the staff of the Bank of Palestine in the governorat :
rate of He}y

Ton, as well as

through the components of the customer relations mana
gement where the result
showed that the Bank of Palestine 1s aware of the Importan S
ce of the collection of
information on clients to be used for the benefit of the custome, udEh
the foy 1
both the distribution of creation of its clients or interviews and othe, o
PESans Solss the

concern of the specificity of the clients and information concerning thepy,

» 3180 the
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he challenges facing the Department Customer R elationg i

relations management il

he Bank of Palestine, there are many challenges that pose an obstacle or limited the
the Ba ;

bsence of a special section of the Department of customer relations which are
abs

consistent with the study, which affirms that the biggest challenge is the need to make

the highest effort in identifying the persons and the resources required for the

implementation of such systems.

Through the previous results had been reached, the search team to the need the
attention of the Bank of Palestine with customer relationship more effectively, and
work hard for the establishment of a special section of the Department of customer
relations because the focus of the work of the treaty which help in the analysis of
customers better and wishes and needs so that the bank to know how must preserve
them, and the use of technology and the necessary hardware and software for devloping
customer relations management, as well as to increase and improve the development of
methods of collecting information to customers so that the information collected about

clients more 2 :
elfectively and efficiently in the understanding of their needs.



