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O ABSTRACT 0O

The objective of this research is showing the general concept of customer service
management, and explaining the most important interlocutor and clarifying its elements.
To clarify this issue, a survey study was performed on the issue of Customer Service
Management of Real Estate Bank in the province of Lattakia, in order to know the
following:

- Understanding the extent of the bank under consideration to the needs of its customers.
- Determining the customer service provided by the bank under consideration.
- To identify the level of customer service quality in the bank under consideration.
- The extent of interest of the bank under study, on exceeding the expectations of
customers.

- Automatic bank wunder consideration in dealing with customer complaints.
- The degree of customer satisfaction for dealing with the bank under study
- The loyalty of customers of the bank under study

The research presented at the end a summary of the most important results that have
been reached, and submitted some proposals and recommendations that will increase the
efficiency of Real Estate Bank, and upgrading them to compete locally and globally.

Key words: customer Service Management, Exceed Customer expectations, customer
satisfaction, customer loyalty.

“Associate Professor, Department of Business Administration, Faculty of Economics, Tishreen
University, Lattakia, Syria.
**Postgraduate Student, Department of Business Administration, Faculty of Economics’ Tishreen
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