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Abstract:

We seek through this paper to provide a summary of the most important marketing development steps,
focusing on the mechanisms for the customer moving to the center of the interest of the institutions, which is
reflected in the adoption of marketing relationship. After the marketing was without a scientific identity in
earlier years and centuries, and the conflits and disputes over its definition and research framework, it became a
field of science depends mainly on the basic marketing mix, And by the impact of technology and developments
in the internal and external environment, the marketing takes a new strategic and organizational dimension,
enabled the institutions to put the consumer in the center and the heart of its concerns, thus he becoming the
starting and ending point, and The importance of long-term relationships with customers and relationships
quality has become a central part of the organization's culture and strategies. The rise of relationship marketing
led to move from the problems and strategies associated with gaining new customers to those issues concerned
with keeping existing customers and regaining the missing of them by installing a complaint management
systems that it become the critical element in value creation and customer satisfaction and retention.

Keywords: Marketing; customer orientation; relationship marketing; customer relationship management.
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