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Abstract:

Incorporation of modern technology into insurance companies would greatly enhance the system of managing their
relationships with their customers and permit to attract many of them and gain their loyalty. In this study, we will try to
identify the various mechanisms used to manage the customer relationship management system in its functional
dimension. Where a questionnaire was distributed to a group of CAAT companies emloyees belonging to direct
commercial agencies in four wilayas at the West of Algeria

We could confirmed the importance of these mechanisms in strengtheninig the relationship with the customer in an
efficient and rapid manner, as well as improving the performance of the various employees of the company, especially
those who are in the front centers and who have direct contact with Customer

Keywords : Customer Relationship management, Customer Relationship management dimensions, operational

customer relationship management tools,
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