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Abstract

This study aims to examine the impact of customer relationship management (CRM) on customer attitudes
toward banking services. Specifically, this study aims to investigate whether CRM affects customer satisfaction,
loyalty, engagement, and trust.It is a survey study of a sample of banks in Erbil. It examines three main themes:
the role of customer satisfaction on bank management, the role of customer loyalty on bank management, and
the role of customer trust on bank management.The study finds a strong, significant, and statistically significant
effect of the criteria for customer loyalty, customer satisfaction, and customer trust on CRM. It recommends
conducting studies on this topic, and recommends that universities conduct such studies to serve banks and
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strengthen the relationship between CRM and customer satisfaction.The study also aims to achieve its
objectives by adopting two approaches: the first is the descriptive approach, which describes the variables and
identifies the banks.The number of banks included was (65). The questionnaire was then distributed to them,
and then used as a tool for collecting data and information. We then developed a hypothetical model based on
a set of hypotheses, including:

1. There is a significant correlation between customer relationship management and customer satisfaction.
2. There is a significant correlation between customer relationship management and customer loyalty.
3. There is a significant correlation between customer relationship management and customer trust.
4. There is a significant impact of customer relationship management on customer satisfaction.
5. There is a significant impact of customer relationship management on customer loyalty
6. There is a significant impact of customer relationship management on customer trust.
We also relied on the second analytical approach, i.e., analyzing the data and information collected and utilizing

them to analyze the results.Keywords: Customer trust, customer loyalty, customer satisfaction, bank.
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