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Abstract

This study aimed to analyze the impact of Customer Relationship Management
(CRM) in its three dimensions (information sharing, customer engagement, and problem-
solving collaboration) on service quality at Al-lnma Bank in the Kingdom of Saudi Arabia. The
study adopted a descriptive-analytical approach, where data were collected through an
electronic questionnaire designed to measure the study variables. The questionnaire was
distributed to 250 employees at Al-lnma Bank, and 200 valid responses were retrieved for

analysis, resulting in a response rate of 80%.

The results revealed a statistically significant impact of Customer Relationship
Management on service quality. The findings showed thatinformation sharing had the highest
impact with an average score of (4.37), followed by customer engagement with an average of
(4.32), and problem-solving collaboration with an average of (3.95). This indicates the need

to improve the speed of responding to customer issues to further enhance service quality.

Based on these results, the study recommends strengthening communication
channels with customers, improving mechanisms for collecting and analyzing information,

and developing strategies for more effective customer participation in bank operations.

Keywords: Customer Relationship Management, Service Quality, Information Sharing,

Customer Engagement, Problem-Solving Collaboration, Service Quality, Al-Inma Bank.
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