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Abstract:

Main purpose of the study is examining the relationship between customer relationship management (CRM)
and customer satisfaction and customer retention. A sample of 118 customers was surveyed from three
private clinics in Algeria. Simple linear regression analysis were used to test the hypothesis and analyzed
the data. The results indicated that customer relationship management; customer trust have significant
positive impacts on customer retention at private medical clinics. The customer relationship management
was also found to have significant impact on customer trust. Finally, based on research results, a number of
recommendations were introduced to CRM managers.
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Unstandardized Standardized
Model Coefficients Coefficients t Sig.
B Std. Error Beta
(constant) 2,385 ,281 8,490 ,000
Customer Trust 451 ,071 ,510 6,379 ,000

Dependent Variable: Customer Retention.

Independent variables: Customer Trust.

Notes: Model summary: R = 51%; R Square = 26 %; Adjusted R Square = 25,3 %; F = 40,686; P = 0.000
(p<0.05).
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