b owgill g llao gl 3
MIDDLE EAST UNIVERSITY

Amman - Jordan

Adliil) §iaal) cilyglsl & Aig Sty bl clBe Byla) il

O =0k (B agad (uadd) ALl pUad o Adlase Ay
The Impact of Electronic Customer Relationship Management

“E-CRM” on the Competitive Advantage priorities
A Field Study on the Five-Star Hotels Sector in Amman-Jordan

as)
S ) g,

il

‘\L.JM\ RV W J‘gﬁﬁ\

o ialal o o Jpand cililiiad Ylasind Allugl) s3a cuadd
Ldg Y Jlest)
s 5,130 andd
Jlas¥ Als
LY (5l daala

2017



-~ -

e 9a

Wy Al e st a3 boug¥) Gal dasls (gl Jladll Lilaias ol Gy s U
Se Aodadl Eluially ElaYl dadl Glugdly clisd) S, cladaiadl o cliSal g sl
el

Slaall lal g8zl

2017/ 6 ] 4+ fulil




LI Aiad E

gl o Ao Ly Apudlinh) ghaal) clislel (A duig SV Gl clBle Byl A Ayl oda caliigs

2017/ [ gl cmle " Gl ol g asad puedd) (oLl

daalal) a8l diad ploac]
L) 3y daala ()00 Al deaa g0
Teoia] (3pAl Gt Ly WIKIS Fouzies: cargmnia Shais sl

453,¥1 daalall L)l fpmeemdll Fina Sl




iy S
63 J8 (3385" Sl aSaa b JSAY L cpally Jiad) daady Ude aadl o2 bl ad) &)

caskindl &) B, 76 Ayl gy 59" aile alo

45gBIS5 La |gand ol Glb 048 Ug jma aSil) ina ()" aleag Al ab) () bl J gy S

2908 ol 819" ... ( ogasldls 35.1\ 95 A 4 jgeald 4y

Rl Cpnaliall G A Jija i Juaally Ua Wlicly Lutity sligg lua sl
tana 1 dialil) ) gisal) SML (aidly o alad) Gagd) Jlaa b Liae s b laga 1oty al
shad Adindl Balal) pant A Saeluag agi b Jeail) caliag Laall o3 o Aajlaal

A U8 A

o3 Alb guashs Al ) lad) e Gadall gl ) &N Jusa aaiil of el Y
Ayl
o ad) 13 Z)A) B saslually Gead) & U gaa o IS ) LSS Jijay asisl, )l

Ay Jasi



ey

G ki i 125l Gl g a0 )
salaw Alaal U an6d alelil K e L)
o) Gub el o0 Go Isd) das (e )
(S g dlly) e

Al iaSa
RN e
afiaall ... il
) e, Gob

Jls Jalilly ol £y Y
) gl (Aamall (Sallg) gy & 20 3sall B e 2T )
)y 5Dy S5y (i )
sl e 55T 0a
shall ple Jsale Ga ()
(Slsdly sa)) 3lall (e daal s Lo sl (5o
el J 05iSas a5l gl Jeal e
S ol il e IS )
S5 (S pysa B s e )

(itinsn @l (ralinpsial) dana, (L Ganlae |, la puly sl dles)



4
6
7
8
8

............................................................................................. Gliginall (el
.................................................................................................. Jslaall Al
.................................................................................................. JKEY) 44
.......................................................................................... dpyel) Ll Gadle
....................................................................................... ioplaiy) sl adle




O s s s bl 3 (7-1)

X 10 TR bl claxss (8-1)

10 oo e AghaY) il (9-1)

A5 iUk gen j0lias 4-3
A5 et Ll jalad 1-4-3
A ettt ettt ettt e WY aladi 2-4-3
T daslyall 3130 5-3
A ettt ettt aee e il 310 iy 30 6-3
A s s et @plall aall 1-6-3

A et eer e st arasrn e e sl 3am 2-6-3



D ettt ettt et iyl 31l el 3-6-3
D et et e a e enn e e Gl Jalaa e sl 4-6-3

50 et bl gl sl 7-3

3 ettt et bl 7 3gail e lial 8-3

OO derdiaal Aglany) 1 9-3

B e D)) A ailiad Ciiay 1-4

66 ceree et eeeeee et era s s ne st seeeessensnsnsnen s nsesesesseenenenes e oAl )ik Ciimg 2—4

B ettt ettt ee e bl cluzm i lisl 3-4

3T et Clyial) Ciasy dalatial) itidl) (2-5)

100 st Al Cilyuia iy Aileiall bl (3-5)

20 e et Silpagil (4-5)



L

B0 ettt ettt et e s Ll galyl 4036
L s LuaV) aalyll 438

A2 e ceSall e lawls 34308



Jglaad) daild

46 hall e G Al ALY i a5 (1-3)
47 eladll Gl G| (2-3)
48 S e Aalaa | (3-3)
50 | il cilBle By alal i e 5 IS Gn LY S| (4-3)
Loy gnal IS A pallg A g S
52 | s ally Al shuall slay i e 58 JS o LY Dllaa | (5-3)
PSR
54 Auhall clyiall duhll sl @ls | (6-3)
56 (k-5) lilpll aplall apsill Slaal | (7-3)
57 s15) Jalra e aleie Yl bl aplall sl | (8-3)
60 isall el aawiall LY 558 HlEaY mis | (9-3)
64 bl due oA ailad Comy | (1-4)
66 | e Al due M3 cllaY lad GlaVly Slal bugdl | (2-4)

S L) g




3y oo Al e o allaY gl Galaily oluall Jaugid) | (3-4)

BISUNSIEEN

3y oo Al e A Gl gl Gl oluall augid) | (4-4)

anaiill

sy oo Al A Al Gl gl Galaily sl baugd) | (5-4)

Sl e dsiladl

3 e Aubl) die A LY (glad) Ghaily sl bugd) | (6-4)
Jalsil

3y oo Al e Al allaY bl Galaily lual) hugd) | (7-4)

k)

~

3y oo Al A A cllaY lead) Galaily lual) hugd) | (8-4)

SRS

3y oo Al A A bl gl Calaily sl bugd) | (9-4)

&\..\g:}[\

s oo Al e Al Gl gl Calaily  lual) baugd) | (10-4)
g yall

G Al Gl alBle sl Y asad) i) jles) &l | (11-4)

Ll 330al) il




86 & A Gl aldle sl Y Y Ll eV jlaal) x| (12-4)
Jal&il) 441

88 & A Gl alble sl Y Y Ll ) jlaal) &t | (13-4)
Sl dll

90 & A Gl aldle sl Y Y Ll ) sl x| (14-4)
Caallal) Q& )

92 & Ay Sl Ll wlBle 5y BV AV sl N Ll <] (15-4)
&1 Ayl

94 | Al Gl e sy B Yl jlaadl jlas) &l | (16-4)

Qg all Ayl




58

JEy) daild

A8 <ty clasl) clBMe 5yla) idial (renhal) a3l

59

L) §iaal) el alal) ag)gil)




£

"Adlil) Biaal) ciliglsl B A S oLl e 50y i

"GN —oles B agad uadd) (GaUAN plad o Alase Ay
das |
el Gyl
alab
dajlaall daaa ) giSall
uaila
ol bl Gluas)) g gV Gl cldle yla) i e Capll ) Aol s
Julis ¢ bl ¢ Jalsll) Apdlall siall @bl A (cill) o Adsblaally ganaddll (i3l

DI G aldY) elugys Gl Owdlls cplelal) shadl e Auball de s

g Apauaill Ziall Caalill 223l My lee 8 agad dusedl) 3ol 3 s 5K ALl e
Byspd Cpd LAWY 538 Amalie das ,Olee Aae 3 328 (13) o Dlaw) (191) a5
Ao Ly a3l (185) e duhall oyl Uil Jidaill lgimDla aoal hlas lgcary dlegiad
caanial) HlaaiV) Cosll Leaal e S cAilant) ) (e 22e Gl aladiiuls ,(%96.8)
O Wil gl e e ) Al cliags clgibicasis Auhall bl Jdaill dlee o) aay

Bl by Gdan 8 Aglaal AN b BT L Apg K i e s



Gluaall (e degana Eaalll a g ‘(2\_',})45\ ‘th”}“ ccalall Juss ¢ plal) edAlSﬂ\):guéUﬂ\
ideld Jon pLd¥) oluyys cuilasall Zauys Clss Jary 320 Dy pae asis o Lead] e S
Ll o 4388 1al) G—“\J:‘M Oe daaly 445y W o 2 L L;“d\} Allad) el 0l ALY Lol

COmllad) ALl Lalaayls aaa 4l LSy Gaadl)



The Impact of Electronic Customer Relationship Management
“E-CRM” on the Competitive Advantage priorities: A Field

Study on the Five-Star Hotels Sector in Amman-Jordan
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Abstract

This study aims to identify the impact of E-CRM (customer acquisition, customer
selection, customization and customer retention) on competitive advantage priorities
(integration, differentiation, cost reduction, creativity, and flexibility).The study sample
consisted all of employees, executives managers, managers and department heads in the
department of Customer Relationship Management. The study used Purposive sample
method by collecting data via questionnaire. (191) questionnaires were distributed among
(13) hotels in Amman city, and after reviewing these questionnaires the researcher found
that some of them should be excluded due to their lack of validity for analysis. Thus, the

study was limited to (185) represents (96.8%) of the total distributed questioners.

The researcher used numbers of statistical methods, such as multiple regression, and
after hypothesis analysis, the study reached a number of results that show the Electronic
Customer Relationship Management have a statistically significant impact on achieving
competitive advantage priorities (integration, differentiation, cost reduction, creativity,

flexibility). The researcher suggest a number of recommendations, the most important of



which is that hotel managers conduct a training session for staff and department heads on
the effectiveness of selecting high value customers, which helps to build a clear vision of

programs compatible with the hotel plans to acquire new customers and retain existing
customers.

Key words: Customer Acquisition, Customer Choice, Customization, Customer Retention,

Integration, Differentiation, Cost Reduction, Creativity and Flexibility.
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18 Royal hotel
12 Bristol hotel
13 Dana Plaza hotel
17 Rotana hotel
19 Four seasons hotel
14 Crowne plaza hotel
11 Thousand night hotel
12 Holiday inn hotel
15 Boulevard arjaan hotel
15 Grand Hyatt hotel
15 Landmark hotel
13 Sheraton Amman hotel
17 Intercontinental hotel




