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Investigating the effect of CRM on customer satisfaction through the mediation role of
innovation
(Case study: Mashhad Councils' zones)

Seyed Mojtaba Baradaran Mohsenian®, Alireza Khorakian ¥, Yaghoob Maharati "

Abstract

Today, customer satisfaction plays a vital role in survival and improvement of an
organization. It will not be possible unless we know what the customers want and expect.
Exploiting customer satisfaction management can be helpful for us to understand this. By
exploiting the customer satisfaction management, it is possible to revise previous
organization’s policies and increase the customers' satisfaction through innovation in products
and services. The purpose of this research is to evaluate the effect of the customer relationship
management on customers' satisfaction through mediating role of innovation. Statistical
populations of this study are different zones of Mashhad Councils. Data were collected by a
questionnaire which includes two group of questions. First group evaluates the customer
satisfaction which includes 11 questions. And the second group evaluate the innovation (with
12 questions) and customer relation management (with 15 question) which includes 27
questions. Structural equation modeling and partial least squares were used for data analysis.
After distributing the questionnaires among 182 employees and 356 clients of various zones
of Mashhad Councils, they were analyzed by PLS software. Results indicate that relationship
between innovation and customer relationship management is significant and approved,
although other relationships such as CRM and customer satisfaction, innovation and
satisfaction, and mediating role of innovation between CRM and customer satisfaction are not
approved.

Keywords: Customer relationship management, Innovation, Satisfaction
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