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[Abstract] With the economic recovery and the further recovery of tourism, the mode of transportation has become a hot topic at present. As
an important way of transportation, airlines will need to further strengthen the management of customer relations in this gear. This paper focuses on
the problem of CRM in the aviation industry and studies Air China as a typical case of CRM. From the perspective of the application of CRM in the
aviation industry, the business situation, the current development status of CRM and the existing problems are studied, and solutions are proposed.
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