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Objective: Attracting new customers and retaining existing customers are
among the most important goals of service organizations. The Public Library,
as a service organization, seeks to establish a strong and long-term relationship
with users and non-users in order to improve its performance. The purpose of
this study is to determine the impact of customer relationship management on
the performance of public libraries in South Khorasan Province.

Methodology: This research is applied in terms of purpose and descriptive-
survey in terms of data collection. The statistical population of this research
consists of librarians of public libraries in South Khorasan province. The
sample of this study was estimated based on Krejcie and Morgan table of 73
people who were selected by simple random sampling. Library method and
questionnaire were used to collect data. The validity of the questionnaire was
confirmed using content validity and its reliability was confirmed using
Cronbach's alpha with coefficients of 0.964 and 0.956 for two variables of
customer relationship management and library performance. Structural
equation model and univariate regression test were used to test the hypotheses
Results: The result of analyzing the collected data is a model of structural
equations. The obtained model has a high fit. Customer relationship
management variable with a beta value of 0.78 has a significant effect on
public library performance. Components of information technology,
knowledge management application, focus on key customer, and CRM system
also have a significant impact on public library performance .The knowledge
management component with an impact intensity of 0.811 has the highest
impact, and the information technology component with an impact intensity of
0.356 has the least impact on public library performance.

Conclusion: The importance of implementing and deploying customer
relationship management in fact gaining customer satisfaction and keeping
their loyalty. In addition, maintaining current customers will also attract future
customers. And thus, prevent extra cost.
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