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Summary:

The ability of marketing agility with a new concept in companies that deal
directly with customers is that companies that have this ability can respond
quickly and agile to changes in the environment and the market faster than
competitors. These processes are planned, implemented and feed backed in the
customer management system. The aim of this study was to discussion the
effect of customer relationship management on marketing agility with the
mediating role of innovation capability in Ayandeh Bank branches in Mashhad,;
Is. The present research is applied in terms of purpose and correlational in terms
of method and the statistical population of 139 employees and managers who
work in different branches of Ayandeh Bank and serve customers, is in the holy
city of Mashhad in 2020 and sampling has not been done. They responded to
an adapted and localized. To assess the reliability, three factor load tests,
Cronbach's alpha and combined reliability are used. The reliability of the
research has been confirmed. To evaluate the validity, two convergent validity
tests (mean derived variance of AVE) and divergent validity (Forner-Larker
method) have been used. After collecting data, PLS software was used to
analyze the data and the research hypotheses were confirmed according to the
proposed model. Findings show that customer relationship management with
the mediating role of innovation capability has a positive and significant effect
on the marketing agility of Ayandeh Bank branches in Mashhad. As a result,
implementing appropriate strategies to improve organizational learning and
increase the ability of the organization to react quickly to the market and
customers before competitors can improve the performance of the organization
under study.

Key words: customer relationship management (CRM), marketing agility,

innovation capability, Ayandeh bank
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