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Abstract The importance of CRMO Customer Relationship Management( has been rising in the financial in-
stitutions in Japan year after year. Although CRM has been defined in the aspect as one of mere IT solu-
tions, recently the financial institution which position CRM as a technique for changing management have
increased in number. The earnings improvement to a going concern is an indispensable management sub-
ject. In order to maximize profits, it becomes a key how limited management resources on business are al-
located optimaly. In short, CRM can be regarded as a framework about the mechanism and method of
business operation of the whole financial institution. This paper explains related matters comprehensively
and systematically about the framework, the review procedures, and the part of its practice in the event of
application of CRM.
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