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Abstract

Effective customer engagement is considered one of the important and essential
issues in today's business environments. In other words, understanding customer
needs and meeting them are among the fundamental challenges in both small and
large economic environments and well-known global markets. The aim of this
article is to examine and analyze scientific productions and bibliometric indicators
in the field of customer relationship management from 1996 to 2023. This research
is based on an interpretive paradigm and conducted using VOSviewer software.
The research findings show that the highest number of articles related to the year
2019, with 40 articles, indicating the highest level of research and scientific
production in customer relationship management topics in the United States with
128 articles, while Iran ranks fifth with 33 articles. Furthermore, based on co-
occurrence network analysis of keywords since 2014, the keyword "customer
relationship management" has shown a specific linkage with keywords such as
public relations, sales, information management, and commerce.
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