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The effect of customer relationship management on business profitability
with the mediating role of customer satisfaction
(Study case: customers of Ertin Bernai Company in Tehran)
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Master's student, Shandiz Non-Profit Institute, Assistant Professor of Management Department,
Mashhad, Iran. Shandiz Non-Profit Institute, Mashhad, Iran.
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Abstract

This research is about the effect of customer relationship management on business profitability with the
mediating role of customer satisfaction (Case of study: customers of Ertin Bernai Company of Tehran) has paid.
The research method is a quantitative correlation type. The statistical population in this research includes all
customers of Artin Bernai Tehran company, whose number was 80 and the sampling method was simple
random. According to Morgan's table, the sample size is 66 people. The measurement tool for customer
relationship management, commercial profitability, customer satisfaction is used through a structured and
standard questionnaire according to the model of Freihat et al. (2023). The validity of research variables has been
measured through confirmatory factor analysis. The reliability of research variables has shown that Cronbach's
alpha for research variables including customer satisfaction, 0.852, profitability and profit quality, 0.910, and
customer relationship management, 0.926, which indicates the reliability of the research tool. Research findings
have shown that customer relationship management has an impact on business profitability and customer
satisfaction has a mediating role in the impact of customer relationship management on business profitability.

Keywords: customer relationship management on business profitability with the mediating role of customer
satisfaction



