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Social Customer Relationship Management , Relationship
Marketing Management and Business strategies affecting

Banking performance effectiveness
Vahid Nashifar) Shahram Khalilnejad; Fatemeh Rezaei Nayeh”

Strategies that only emphasized the effectiveness of the mixed elements of
marketing have redirected toward a relationship-based marketing and the
establishment of effective customer relationship management, specifically with
the increasing use of social media. with the increasing competition among banks
for customer and resource attraction as well as increase of the power of
customers in today’s competitive world, not only must the banks seek to attract
new customers, but also they have to maintain and create strong relations with
the existing ones .

Our research population includes the personnel of Ayandeh Bank in East Tehran
branches. This is an applied survey aiming at personal and private banking. In
order to test the research hypotheses, the required data were collected by using
a 26-item closed questionnaire based on the 5-point Likert scale, which was
distributed electronically and in person among the staff of all branches and the
headquarter of the City of Tehran. The statistical population is about 1300 people
according to the data from human resources department and the sample was 297
based on the statistical formula. The random sampling method was used. To
determine the reliability of the questionnaire, Cronbach's alpha coefficient was
used and the fitness indicators were used to determine the fitness and validity of
the conceptual model of the research. Data analysis was performed by

descriptive and inferential statistical methods with the SPSS.

Key words: Social Customer relationship management, relationship marketing,
banking operation, business strategies
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