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This study aimed to identify the role of the customer relationship
management strategy in improving the mental image of service
institutions, through designing a questionnaire directed to customers
of the communication institutions Jeezy and Ooredoo. The data was
collected electronically through social media platforms, as the sample
included 466 retrieved and measurable questionnaires for customers.
Gezi Foundation; And 496 for Ooredoo customers. The data was
analyzed and hypotheses were tested using the statistical program
Spss 25.

The study reached a set of results, the most important of which is
that using a customer relationship management strategy is considered
an entry point for acquiring a mental image of service institutions. On
the basis of this, we proposed a set of recommendations, the most
important of which is the need for the institutions under study to pay
attention to managing their customer relationships and be careful to
apply customer relationship management strategies to build a mental
image. Through the ability to come up with ideas characterized by
flexibility, perseverance, acceptance of challenges, and the ability to
communicate effectively with customers and gain their loyalty.

Keywords: Client relationship management; Mental image;
Service institutions; Djezzy; Ooredoo.
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