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The Efficiency of Customer Relationship
Management in Achieving loyalty: A Field Study on

the Kuwaiti Islamic Banks Clients

Prepared by
Khaled sh. Alajmi

Supervisor
Dr. Younes A.A.Megdadi
Abstract:

The study aims to examine clients orientations toward the
efficiency of customer relationship management based on a group of
dimensions were as communication, building trust, customers needs
complement, and banking services quality for achieving customer loyalty
of Kuwaiti Islamic Banks.

The study population are the client’s of all Kuwaiti Islamic banks
(4 Banks) which are (Kuwait Finance House, Boubyan Bank, Kuwait
International Bank, and ahli united bank). The study sample were selected
randomly with a total of (507) customers.

The researcher designed a number of hypothesis were tested by a
number of statistical techniques were as: Means, standard deviations,
simple and multi- regression, ANOVA multi - analysis, and Tooke test.

The main results of this study:

1- Clients awareness was high toward customer relationship
management dimensions (communications, trust, meeting their
needs and quality control) toward customer loyalty for banks.

2- There was a positive and strong correlation and statistically
significant relation of each dimensions of customer
relationship management and loyalty.

3- There was a significant effect in customer relationship
management(Communication, Trust, Meeting the needs and
quality control) on achieving loyalty.

4- There were statistically significant differences between
Kuwaiti Islamic banks in terms of achieving loyalty were
attributed to Sex, and qualifications.



5- There were no statistically significant differences between

Kuwaiti Islamic Banks were attributed to Age, Monthly
Income, Profession and year of experience.

The researcher set up a number of recommendations were as:

l.

Kuwaiti Islamic banks should really care of customer
relationship management based on it’s roles and
effectiveness by using a set of dimensions (Communication,
Trust, Meeting the needs and quality control) for achieving
loyalty.

It’s necessarily for Kuwaiti Islamic banks of measuring the
financial services quality on the bases of customer needs in
able to 1improve the role of customer relationship
management toward customer loyalty achievement.

. Kuwaiti Islamic banks should really care of customers based

on personal concepts to understand customer character to
ensure customer conformability and preferences toward
banks services.

Kuwaiti Islamic banks should practice the principle of time
commitment toward customers for achieving loyalty.

. Kuwaiti Islamic banks should establish a complements unit

to know the actual problems to take the right course of action
for attaining customers satisfactions and achieving loyalty.
Kuwaiti Islamic banks should speed up the submissions of
financial services to customers by simplifying the procedures
used to ensure a significant relationship with customer.
Kuwaiti Islamic banks should provide it’s employees a
specialized training programs 1in communication and
customer services to improve their skills to ensure efficient
communication with customers.
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