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Abstract

The purpose of this study is Identification Effect Factors on Customer Relationship
Management productivity in retail banking context. Required data were provided by using
Snow Ball sampling & the protocol based on exploration interviewing with 30 senior bank
managers in order to analyze interviews, and pls software was utilized in the quantitative study.
The researcher identifies 100 open codes in the first study, then classifies them into 9 clusters
and finally, identifies relationships between the two main issues of customer relationship
management and retail banking by using the selective coding
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