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Abstract

The present study aimed to explore the impact of customer relationship management
on loyalty through their satisfaction in Jordanian telecom companies. It targets the

students of private universities in Amman,

The researcher adopted a causal descriptive approach to test the study’s hypotheses
and answer the study’s questions. The study’s population is represented in all the students
of private universities in Amman. Those students are customers of one of the Jordanian

telecom companies (i.e. Zain Co., Orange Co. or Umniah Co.).

The researcher selected a convenience sample that consists from 300 female and male
students of private universities in Amman. Questionnaire forms were distributed to those
students in an electronic manner. 221 questionnaire forms were retrieved and considered

valid for analysis. The response rate is 73.3%.

It was found that customer relationship management has a statistically significant
impact —at the statistical significance level of (a<0.05) on loyalty in Jordanian telecom
companies. It was found that customer relationship management has a statistically
significant impact —at the statistical significance level of (a<0.05)- on satisfaction in
Jordanian telecom companies. It was found that satisfaction has a statistically significant
impact —at the statistical significance level of (a<0.05)- on loyalty in Jordanian telecom
companies. It was found that customer relationship management has a statistically
significant impact —at the statistical significance level of (a<0.05)- on loyalty through

satisfaction in Jordanian telecom companies.

The researcher suggests several recommendations. For instance, he recommends

increasing the customer-related data saved on the database in Jordanian telecom



companies. That should be done to identify the needs and desires of customers. The
researcher recommends providing special customers with special services in Jordanian
telecom companies. Such services include gifts and coupons. The researcher recommends

keeping track of the needs and desires of customers in Jordanian telecom companies

Keywords: Customer Relationships Management, Loyalty, Satisfaction, Jordanian

Telecom Companies, Private Universities.
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