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Abstract

This research aims to investigate the relationship between customer relationship management and
organizational performance based on balanced scorecard model in the branches of Saderat Bank in
Sanandaj. The statistical population of this research includes all employees of branches of Saderat
bank of Sanandaj, of which 79 people are selected through non-probability sampling technique.
According to the analysis of collected data, the results indicated that customer relationship
management has a positive effect on organizational performance. There is also a statistically
significant relationship between the variables of Internet service, customer support and marketing
support with organizational performance.

Keywords: Customer Relationship Management, Organizational Performance, Balanced Scorecard,
Saderat Bank, Sanandaj.
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