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ABSTRACT

The impact of Customers Relationships Management on Customers
Loyalty:

Examining the Mediator Role of Customer Agility in Jordanmian Telecommunications
Companies.

Prepared by
Anas "Mohammad Jehad" Alhusseini
Supenvisor
Dr. Soud Mohammad ALmahamid

This study aims to know the impact of customers relationships management
on customers loyalty and the role of customer agility play in this relation in
Jordanian Communications Companies (Zain, Orange, Umniah) . In order to
achieve the purpose of this study, the researcher developed a specific
guestionnaire based on the latest studies that are written in the subject to
collect relevant data to achieve that object. The population of this research
consists of employee working at Jordanian Communications Companies
(Zain, Orange, Umniah). were circulated 150 of the questionnaires on
number of employee in Customer Services Departments , because it is
believed that the more capable to answer the questionnaire items, The number
of questionnaires recovered (117) , were excluded (11) questionnaires to the
inefficiency of the analysis statistical, and thus the number of questionnaires
valid and which were subjected to statistical analysis (106) which represents a
rate of (71%) of the study sample main, This research depends on a set of

statistical test in order to test the data validity and reliability, and then subject



the data to advance statistical tests to test the research hypotheses and research
model validity. The study revealed the following results:

1. the level of e-business systems applications (focus on VIP customer,
organize the customer relationship management, knowledge management
process, The degree of customer relationship management based on
technology, sensing and responding the needs of the customer capabilities,
customer loyalty ) in Jordanian Communications Companies is low from the
perspective of research sample.

2. Customer relationship management based on the technology , focus on VIP
customers and organize the costomer relationship management are the key
factors in the interpretation of the change in the ability of the Jordanian
Telecommunications Companies to respond and sense to the needs of
customers.

3. There is a direct positive impact to the following factors for the customer
relationship nmanagement : organizing customer relationship management ,
and knowledge management , and customer relationship management
technology based on the loyalty of customers.

4. Ability to respond to the needs of customers by Jordan Telecom Companies
have a positive impact and direct the loyalty of customers.

5. Variable sensing ability to the needs of the customers do not mediate the
relationship between the variables of customer relationship management (
focus on top customers , and organize customer relationship management ,
and knowledge management , and customer relationship management based
on the technology ) and customer loyalty.

Based on the research results, a set of scientific and practical

recommendations were supplied that help Jordanian Communications



Companies in Jordan in particular, and all other companies in general and with
respect to the development and activation of customer relationship
management and customer loyalty:

1. Development of aspects related to the customer relationships management
where the focus on VIP customers , and organize customer relationship
management , knowledge management , and customer relationship
management based on the technology.

2. Strengthen and develop the relevant aspects of the customer agility
represented by sensing capabilities and respond to the needs of customers.

3. Give consideration to aspects related to the customers loyalty and
continuously working to retain customers and find a new customers .

4. Research and studies that focus on the knowledge of the factors affecting
on customers loyalty and customers agility depend on the refrences and
different points of view.

5. Using the model developed in this study and applied to different
environments and sectors to ensure its validity and generality of the absolute

face and also make sure the public examination results on the other.

Key words: Customer relationship management,Customer agility, Sensing
capability, Responding Capability, Customer loyalty, Jordanaian

Communications Companies.
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