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Abstract

Today, in order to prevent customers from turning to other banks, bank managers
should, more than ever, seek to understand the needs and desires of customers in order
to be able to identify their needs and meet them. Take steps and establish long-term
relations with them. Therefore, the current research was carried out with the aim of
knowing the important components in retaining the top customers of Sina Bank and in
the framework of the qualitative approach and the Grounded theory strategy. Also, data
was collected through 31 semi-structured interviews in Tehran. Based on the results of
the research, the main phenomenon of this research is customer relationship
management (customer knowledge and value chain), which according to the causal
conditions (targeted communication, new services and partial and partial work
alocation) background factors (communication continuity and ease of administrative
affairs for key customers) intervening factors (deposit interest, branch personnel and
new ideas) have been formed and through strategies (exchange of opinions, branding
and provision of specia facilities and services), consequences (customer loyaty and
new customer acquisition) has been achieved.Keywords: Sina Bank, customer
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relationship management, top customers, retaining top customers, customer knowledge
management.

Keywords: customer relationship management, top customers, value chain, customer
knowledge, customer loyalty.
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