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Abstract:

The study aimed to identify the role of effective communication in
managing customer relationships in commercial banks in the
Kingdom of Saudi Arabia. In this study, the researcher used a variety
of analysis methods to test the study hypotheses, used statistical
analysis to compare the averages of the dependent variables in the
two samples, and answered the study’s questions: What is the
extent of the role of communication? Effective communication in
customer relationship management in promoting electronic services
provided in commercial banks How does effective communication in
relationship management maintain customers of electronic services
provided in commercial banks? Does the relationship management
department in banks and other specialized departments cooperate
in the field of designing services based on customers’ desire, or a

solution? The problems they face, and the study showed several

results, the most notable of which are: The method of communicating

and building electronic relationships with customers is considered a
positive and effective method if used in certain contexts and
circumstances. The distinctive treatment that regular customers
receive increases their confidence in their relationship with their bank
and their feeling of distinction, and that they will receive services that

suit their personal needs every time they request them. Thus, it




strengthens their commitment to this relationship and works towards

maintaining and supporting it continuously. The study presented

several recommendations, the most prominent of which is working

on effective electronic communication with customers on a
permanent and continuous basis, through designing interactive
websites on the Internet that allow customers to obtain information
in easy and quick ways, express their opinions, and obtain their

evaluations of the level of services provided.
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