A4S aaal) dadla

u NIDVEORCEIET'AY\Plll aa JLdia 313} (anadl

@il groall deoly

TIAD £ g pdia

dadd Cpead o e Mlaad) aa clBMal) 3 13 add aladi 0l A 4
A gad) A ) Alaal) A e} pUad L8 o Dlaall

A

LAY )8 Cxaaa

"’\M“ daaa S

1444/2023

Gl giaal) J g2



2 ettt e et e et e et e et e e eaeara et e ntentears dadial)
K J R Ayl Adiia
Lot sl Al A
TN A Al Cilaal
T et e et e et et e et et e e e naeareens sl ) AL
T e ARl b
< J R ) pall 4 i cathial)

0 e sEaadl Gk g dsagiall

20 o S jal) <) gal
£ TSP T OO OOPSOPRTRPTOPPPIORPRIURREY YR YON | IF PU VN, I O 1

-

-dad8all
IS 58 Gy @A) gala®Y) AUl )l A0 ) A el ASladd) i el g ad
o) oAl (o latied) ol daall ¢y guall celan gl cVIK I 5 el Bale ) S a5 paldl
S 5l 5 o) U el dlaadl 4 65 ) g ladll 1 Gangy 5 el Jlae (8 (ranadidl
g Aualdl LAl (el ) cclibay) ¢l 31 5l sl Adlaidl Al aca Cliewsall

S OAY) Dl 5 daal) 4l 5 sasall

IS aaly G (Apala®Y) cle Uil aal (e 490 grd) 4y ) ASLadll 3 (cpalil) g llad ysing

Alaall b el S a0 ety Aaldivall dpasill Gty il SlaB¥l anE 4 S



Glalial b Al 4l clasdly clatiall (e Al s 4o gane aily 450 geall 4y el
a5 palil) g Uad 8 e Dead) dedd (auad & D ohail) A e elld g diliaall ¢ Dlenl)
A Gl IS 5§ gl 2 Ainalil) S N lail G g pam 5 Ugan 1l

L8 A8 el b ol o Sy oDl Aadi G 1o Dlandl sl oY 5l 5 AE (5 gina B2 )
Lilay Lae ceDlanl) (sl oY gl g A8 (5 ginnn 33l 5 (M) 5250 138 5 o Dlandl 5 AS Jl) (G Al g
sl (8 A Al ) (i gal) e

Aall a8 aelin o Sy e Dlead) Aad paun 1o Dleall 5 IS N Al (auns
cOmiladl oy @1;.1:}[\ Jelall g paall e\)ﬁ;‘}[\ 33l ) L.A\ EEEY 138 5 oMl 5 S AN o4n

Clagaall 3305 ) g2 O OSay e Dlaadl daad (a1 lS il elal Gruad s Cilagaall 330 )
Donaty o 385300 (e Aadial) Aaadll (pali el edleall (K Cua (S AN elaf (pruad
Lede a8laiall Jlee V) ana e 152 35 cp AU AS a0

e andl ()} G €3 saall 8 AS AL Al ) ey Of Sy o Dard) Aadd pua Agudliil] 3y 3
oS das o Jgeand) 48580 (S Ml cdard Juail agd aais ) 4S80 ) () shag
Uses 10l iy (palil) glUad (8 eDleall dadd Gpasnd o) Jsl) oSy UL 5 Gsud) (0

gl 1aa (8 saill g ~ladll Gaadl )5 pua g

:Lubﬁ‘m
Alia J Y il V) s gale 1) sl agdy 350 saall Ay el ASlaal) 8 il gl f a2
eSaall dadd Cpat o SLaadll w38 Gu ey cplhadll 1 4l @ Al Glbasdll e sl

U8Rl 3 )] ada aladial dpaal o o gl adad Sy Ul 5 Jlad U5 agae Jeldill

& sl e o dal s A gl Ay jadl ALaal) 3 il pladl (S ¢ L (g lillaia

rbasill 038 1 e g eeDlaall dadd s



Gaall La Jde€ill ae Sl 8 158 Lo Gualill pllad aal gy @l gaaill @
i) e daal il O shiady oSlanll (Y @iy (oDl ae S Jual il
Oelill (8 duaiadia) il o 480N Cail el

Adaall ey il g 2510 o) SIYI 8 Gasd (i) gl 4l gy o aiaiill gaadll @
Oy eeDleall 33 gal) Ale dadd b 8 Al S N e bl il gl all
o Agus 5 Aoy yo 4y 23

Claliial aaad 8 Gasd Gualdl) glad dal sy oDleadl Cilaliin) yoad 3 gaaill o
O Alias oSlaall claliial Y @iy ded) ealing ) Glaall iy ¢Dlaall
agilalial b Al cilaasd) 2y cilalia¥) oda o bl il g o AY (add
b JS

JSE laadll apaii b Gas el ¢ U dal gy tan jo JS8) Clladdl) i & g2al) o
Aalall 050 dmy ey A8 Ak o Jgaanll (5528 i o Daall Y Al (Jlady g
Ady g 3yl ety

Claadll b g1 A Gasd aalil) g lad 4l g daalio A8lSH Cleddl) Jd 68 8 il o
3agall Alle clad o Jganll (o gnd iy oDaadl Y @lld g A gina g dnulio Aal,
dliay i ol

Claaill o2 slad callay (ald (S Gualill pllad 8 ¢ Dlaall dadd (ppun Gla A
IS AN aa aglipad Cpenty Jlad JSGy o Dleall Claliial) 40 Apuliall Jglall aaas

Al

;Z\M\Jﬁ\ Z\,'\AM

Opnd Ao 450 gaad) Ay jad) ASlaall & il S b ae b Ll (e Al 5ol 038 dpaal
aeludy oDaall ol oV ll g A (5 giua B3y (Jlad (<0 agae Jual 5l 5 oDlaall 4add
el Gaaal Lgahasiul oSy Al cla) i) 5 il jlaadl Juadl apaas 8 Leayf 4l all

e and) (sl Lia 5l 5 dandll Cily s



o O GllY 5 el ol £ sl A& (5 siusa Baly 3 8 e 1750 canly Dlaall dadd (ppunn
(agre bua ClBle ol e aeliy eDleal) cilalgial 48 e 38 5 5 5a5al) dle dadd
some Jendl Al s ey donadill 2880 ae Jalaill 3 A8 5 A1 (g ny aelangs

reSanll (ol oY sl 5 RGN (5 ghua 33l ) e o Dlaall Aead ueail Anla) Ul e 5 EY)

A< Al Al 5 3ae (e u o S edleall Aead pead Al ) 3L ) e
Ale daxd agd g A IS ae Jalaill ) shiay eDkeall Y @lld g Al
eeilalial b )50 5all

138 5 e Dhanll gl Lia 1) (5 ghuse B3 ) (B adliw elaall dadd auad (L )l 33L ) @
Jalxil) () ghimidy aglany 5 cAyinalill AS i) e Jalaill 3 4G 5 dal Il ()5 ny agdeny
e Ge e

Mg eedandl ol oY gl (5 siuan (0 2 O oS eDeal) Aadd eV ol 3L e
Gl i sasal) Alle Aead agd i ) S Al ae el sl £ Dl Y
Jlad JS agilalial

¢Auinalill A< AN Al ) Y e a0 O S e Dead) Fadd (e il Y Bl e
Gilaaally ciladiall o ) ol 8 ) @shar sl s G salisall sdaall (Y Gld
Lol (A L ) gem s ) S ¢3S (g

:Z..u.nb.ﬂ\ il

Al IS AN Lgeasiind Al Zasd) <l 5aY) (e (CRM) #Dkeadl e ClEMall 3 1) alas aa
Ol g Ul 8 alaill o3 aladinY dalal) Calaal) pasd (S g cclagaall 3 ) 5 Ldlal (ppnd
r Al il e
eand) Liay e 23 O o Dlandl ae Bl 3510 abail Sy reDleadl L) 30l -1
daliey 3 lae eDlee dadd yigd o il sda aclud Cua caghy ad (sl
aeilalinl b ) Jslall 4 g o Sleadl Cilalyial
Sl i) Gauad e e Slandl e ClER 510 akii aelu ol s (33 gail] a3 -2
Ol Clalial o Gyl 4iKa) Ayl S Al xid Cun call s (3 el
laliiay) el 18 5 Juadl J Clatiall g i s gl Ganadls

5



Josaill (i 50l o e Dleadl e 82l 5 1) aki aclus sy eaill (m b 3245 -3
o camill Auadill S AN i Cus o(Gulad odae ) Cpaigal) £ Dlaall Jg )
o) Aanliall Joladl 5 55 Cleasl) g Cladially (adigall ¢ Slanl)

el 30a) Gaead e o Dlaal) aa S8l 3 ) adai aelid cliball 30a) st -4
Sl Sy Lae el s3gd Slals Slas Ay ¢ Maall by alaill aand Cua
cllaall cppnt g landl g (o g gadl Gl JemdY) ol ) el AT e Al

e lelll 83l ) Ao e Dlanll aa CldBlall 3 ) alat aelud AaliY) sty oWl 330 ) -5
dard) aplaii (paady Cllaall s o ahill 23 dclid dys Al Gauady
R Sl DUt

3 il e waell Gualill IS 58 il (CRM) el e cldSlall 5500 alat o ) sl yal yus
e Bl 3 )y ks 5l cpd ) B (e b e e Dlea) dadA (pay ddagi yall
i) glad o Dleal) dadd (ppand o ¢ Dlasd)
Lt Gpeatl eDleall ae GlEBlall 8l alai aladin) Sy relaall 4 a3 sl -]
Analiall Joladl 53 agilabiial paat s ¢ Slaall Clly Jidad 335k (o @l g (o Dlaall
il S50 6 Manll agh 5 Lgiaad (el S HE1 Sy Ay Hhall 02gn s agl]
el ae I 5 jla) akai aladinl (Say teDleall ae Jual sill 5 Juail) Cppns -2
Cilily Jidat JYA Gad agd o DU as )l 55 eDleall go Joal 53l 5 Juai¥) (el
ol sl 5 Juai¥) 53 s pean Cpaalil) S 31 Sy e Dlandl pe sl yall 5 JuaiY)
A STy g pud JS e Daall 0 330 peall i i
EPREN| - APENIETIVEN: I DA | I DGR L IPA [ 35 KV PSS IPNRES A VI DX [ S PENTNEN: i
Claadll s laiiall yasiy oeadl clily Jdad 3ash oo @l opualil) S 58 &
Lgmani 5 deaall 8 Coraall Tl agaa g clg gloady Al
) Gaeadl ¢ Mead) ae BNl 313 ki aladiul Say i el el Gauas 4
GBsmall Juadl aaai s o Daadl Glly dilad 35k e @lldy cpualil) lS il s jlall
gl Al Cilaiiall g cleaddl g (2 g sl
b e Danll Lia ) 30l 3 e Daall aa BBl 3 la) alad aladinl (Say e Dlaall Ly 304 ) -5
aed Ao acall i e Dlandl e Jual il s 3ash oo @l ol IS 4
(il JC agilalial) 4uli g 4adall 3 ga (i

6



8 e Dead) dadd Cpand e e Dlanl) ae 8 3 1) adas 5l 8 Al jall Jlsa b ¢ Ml
33 g3 5 agre Jaal sill 5 Jlai¥) g ¢ Slandl 43y Ganad ) (o255 adail) s2a o (i Gaalill ¢ Ul
Omnd g ¢ Slandl (g2l 6V gl 50l () oy sa 53 Las ceDlaall Liay g (o ladll ¢la¥) g danal
31 akai (e 3ol el S HE Sy A el saall b ASLED o el elaY)

LI Y Bl y g Bgmd) (A aadll g e Dlanl) dadd aad] ¢ Blaall ae Sl
:L.«b.ﬂ\ aLi

A padl ASlaal) i cppalill o Ul 8 o Slandl ae 8Dl 5 0] aka aladiivd dpaal A L @
403 pxall

glhad i oDleall dadd (pnd o o Dlaadl ae B 5 i) abai aladiul 3l 4l @
33 grall Ayl ASLaall (el

o e Dhend) dadd Cpnantl Lgaladiind Sy Sl Gl i) il laall Juabl A L o
0403 sroall Ay pall ASLaall b (ppalill o UL

8 el gl 8 ¢ Slarl) pe 8Dl 5 1) alai gkt e 55 ) Jalsall Al @
9203 gl A yal) A<Laal)

:&w‘ Ql.ub.ﬁ\

Ot e ae by () Sy o Dlaadl e el 5l akas aladiinl o ) Al ol jall s
Ol N okl Y iy el g Ul elld i Ly cclelail) (e aiaell 8 e Dlead) dada
3005 Clacl Aabiaall zeal jall 5 L ol 3 alasinn) ) asied o Dlead) pe Bl 5 l0) ok
o el @lia g ceSlaall gt sty Bagall Alle daax gy e Dlaal) e GENA



8 e Dandl dadd Cpand e e Dlanll ae B 5 1) akai 5l ez g5 ) ASLd) Ll )
Leia g cdalisal) e Uagl)
akai alasin) o Cinia 6 2016 ale 8 4y HliinY) Gleaall IBM AS i ioal 4wl 0 @
06.25 Jamay 4S il lal ) 334 3 5 «%87 Aunsiy ¢ aall 4 2 Guny () (SwCRM
o oS CRM akai alasiud of ciaa sl 2018 ale 3 Gartner 38 isal dul 0 o
00.29 Jaras A8 pa1 a5 834 39 €926 Gty aadll e Lia )l ¥ ana Cpuny
b aladin) o)) Cmasl 2017 ale (B § s dadla (e Ol Wl el dul )y e
96.20 Ay danall gl 3 deadl) Ge Lia )l ¥ e Guny o (SwCRM

abai alasin) o a1 2018 ale A @) nsn AV sdaala o O siabi el Al 2 e
0. 17 Ay Allall ileaall gl i daxall (e Lia 1) ¥ asa (s o) (SCRM

ki aladiul of Cacagl 2019 ale 8 2l dadls e Osial el dul 0 e
0. 15 sy & 3l g Ul & o Dlaal) 43y (puny O (SilCRM

O Caingl 2017 ple 8 Adledl) Wlg S 45 dadls (e sinl lal 20 o
VL) gl 8 deadl) e Lol CV e sy of Sy CRM ki alasial
%.12 4wy

Nz g ¢ Shandl 4 et sy ¢ Sy CRM i alasi) () () bl jall o2 i o
Adidall cleUasl) 8 5 S AS Al calal pf 3ol )5 cdeadd) e Ll

:_a.ubé.u :\.1.")2.'\3\ Caldllataly

* (Customer Relationship Management - CRM) s3aall aa calddall 5 la) alas
sDac Ayjad g g e daally A8 Ao Cpuad ) Giagy ol gl dadil yiul G 3 ke
Gl Jilat 5 aead ddline gl 5 s aladinl CRMaki gecall daia jo 5 8 jaee
ped (bl Aadd a3 84S Jil) s 51 g agiDadi g agilaliial paail elld g oo aadly dalaiall
ceSanll gl eV sl 3ajad g eDhanll aa A8l 82 ga st e IS A CRM alad aelud g
A (e ISl (S G e Dlandl dedddl 5 3 gl 5l Gllee s e ae bl LS



Cilaglaall b Gl 5 A8 N lead 5 clatiall ol s g gl 4wy Jeall )
A paN Calaal st g A jladll cilileal) fpraat g e Dlanll G jad a4 5O
ceDanll ULy s2eld 3 o) Jie callaglly Gl jaall (e aaall sale CRM abad Jedd Laiy
Gasadill iy dpladll (e dll daats e Dleadl ae VLAWY apaiiy el s
el Laadll 5 ) e 5510 5 ¢ aadil
po Bl Bl akii 8 deadiall 5 Gl Lelady Cagu A il sa¥) g CLED (pana
Lo Il saill e a s dadpall 8 o sil) 8 Leibae @) 5 Leagh s il 5 e laal
g
¢ fiad Clily s2cld e 5 ke a5 (Customer Database): ¢Swall il 2l d o
o) pal) Fa i (s ASIY) ol g el o8 )5 Ol il 5 an) Jin oDl Cllaslas e
Gpundy Slaall gl Jalad 8 Glaslaall sda padind  EOLuadl) g Glalaia ¥l g
Gl all aladiul Ll o Jefi; (Automation): <llesll iSslesisl e
il ) Jie ceBlaall aa daliall g Juat¥) Sllee Gppad g Jagud] Giliaa yall
el s Jgaall i (e (33all 5 (55 STV o i) e o)) 5 40l
bl dilaiy aea A 4l oy 22355 (Data Analytics): <bldl Jiss e
O ‘;Jml_.,j eladdl) g Clatiall agilaladiol g agiBluadi g ¢ Dlaall & gluy dalaiall
Llal Y 3ab peh yad
LAl ganadi 8 Al oda aadiudy (Personalization): oeadll Gasdll e
Gledd 5 daadse Glatie b JYA e Gl adladi g adlaliay By Jaesll
Avaade Dlua i duadd
pladinl 4yl oda Jadiy (Communication Management): <¥laiy) 3,03 e
e 5 daeldia¥) 18l sall 5 4l ClallSall s dpaill dila Nl (5 5SIY) 5l
e Skanll 5 Sl G Juai¥) s Jaal sill ]
elal ol g aui &A@l s2a a23iui s (Performance Reports): ¢hY! & e
Claaall 5 Cilaasall 5 ¢ dardl Lia I ¥ aze A e Sas LA e g clgian o 4S 3l

Aagall D Hd5al) e la 2



) Gk g dagall

e 3aa3 Gty Allall oda 8 4y Ayl ol yariall 5 Al pall Jlae aaa3 1 35Y1 5 shadl)
idadi yall G i) sty (s geaadl Ay jall ASladll el gl e 5 gl g Al
L gkl g ket ¥ aza g o Sardl Lia ) 5 cdadddl 30 ga Jia ceDlanll dadd puahy

Ol (5 ae Apadd OOl YA (e i) pean Sy L) pan AN 3 gladll
Gleadll e aalia )5 Aeadll 335a Joa eDaall o) ) aaad bt aladiul g ¢ pils sall
Aeaial)

aasal)l lild) Jdadl ¥ Jadatll s aladiul oSy UL dilas (231 5 gladll
e Danll ae 8l 5 )} alai aladiiad (A8 past) Bl Y dalasy laadl) s Jia
o land) ddd s g

Al ae aaa g i) jund e bl dalad aelu (31 5 il jpdi el )1 5 shadl)
g ) ASlaadll A el g Ul 8 eDlaal) dadd (pend e eDlasdl e 8] 3l akis
RERREI

LA dpag ey Al mE Gl e duall Claa s ddall 3 ghall
31 Al e B 5 e Dlandl 2 Gauadl Cilel ya) AASL el U 8 Sl sall
Juaiy) cliee Cawat g (gaila gall dam Ha8 Gl g0 aad Jia el (3a8ad] ¢ Dlaal) aa il
o Dhenl) e dagliiall

Jdua) Al <) gal

e el ae B 5l akas aladial Al Jidad) COUEL 5 UL aladin) (Say
A slhall bl aaads Ao sl A jal) dSlaall 8 cpalil) glad 8 oDlanll dadd (puan
Al &l sladl) o L) S
Al ey o pall Gooa g by JS5 Glaiul) manal o OliinY) apenald -1
OSN3 Loy el pllad 4 dediall cleaddl (e aalia )y eDlead) 4 jady (Glachi
Aadal) 53 s Gaead ) ool 8 ¢ Dlanll pe BN 5 la) aka aladiil

10



5 i ste IS 0l eDeall (e Ao e i) s o olie) @) 5
el sl @l ge ol Al Jiluo N 5 5 A 2l e LAWY w5 S
(s=iaYl

Jalail) st aladtuly Lebdas o LYY (e daaaall QUL pea 2 ULl Jlas
5] alad aladi) (s AR apaail ¢ adll jlaaiV) 5 Lda gl Julaill Jia ¢ las)
Al B3 g Caat g ¢ Dlanl) ge ilEM)

Go uiall geal cpilasally Cpalill (5 e ge dpadd Ol e ol O
Aaddll 33 ga pend o o Dlanll pe 8Dl 5 jla) akai aladiul 5 s il slall
bl o3 aladii) 8 Ll seal s 3 cilaadll aaas g

Bl ae Laed s OGN (e Areaadl Gl Jilad o cAsesad) Gl Jlas
5] ki aladii Aylled y Aandl) 83 (prend e 5555 ) ol gl apaatl i)
.e axll & Sl

Sle s edlladly; Gliauy) e lrea & ) il Jilad o lua sl as
3la) ki aladiu) Adlad B2l deddll Baga Caeadl Clua gl aad o el
A greal) Ay pal) ASlaall i cpualill Ul 6 e Dlasdl e DL

11

-2

5

-6



:;\,,\.‘\A,t.d‘ &UAS‘ daild

Abdullah, S., & Ali, M. (2014). The impact of customer relationship
management on customer loyalty: A study on insurance sector in Pakistan.
Journal of Business and Management, 16(8), 68-78.

Al-Khaldi, F., & Al-Khaldi, M. (2017). The impact of customer
relationship management on customer satisfaction in the insurance
companies in Saudi Arabia. European Journal of Business and
Management, 9(7), 1-13.

Al-Maghrabi, T., & Dennis, C. (2012). An empirical investigation
of customer adoption of CRM within the Saudi Arabian banking context.
Journal of Enterprise Information Management, 25(3), 254-276.

Almajali, D. A., & Al-Khasawneh, A. A. (2018). The impact of customer
relationship management on customer loyalty in the Jordanian
insurance sector. International Journal of Business and Management, 13(1),
45-55.

Alshamaila, Y., Papagiannidis, S., & Li, F. (2013). The impact of service
quality on customer loyalty in the banking sector in Saudi Arabia. Journal
of Business and Retail Management Research, 7(1), 1-9.

Chen, 1. J., & Popovich, K. (2003). Understanding customer relationship
management (CRM): People, process and technology. Business Process
Management Journal, 9(5), 672-688.

12



Chiu, Y. T. H., Fang, Y. H. S., & Huang, Y. M. (2015). Understanding
customer relationship management (CRM) adoption in travel agencies: An
IT perspective. Journal of Travel Research, 54(2), 212-225.

Guan, J. C,, Chen, Y. S., & Lin, Y. H. (2011). Investigating the impact of
CRM on customer retention using a sequential mixed
method approach. International Journal of Information Management, 31(6),
565-571.

Hanafizadeh, P., Behboudi, M., Koshksaray, A. A., & Tabar, M. J. S.
(2013). Investigating the impact of customer relationship management
on organizational performance: A case study of two insurance companies in
Iran. International Journal of Business and Management, 8(24), 1-14.
Hwang, Y., Lee, G., Kim, Y. J., & Kim, Y. (2016). The impact of customer
relationship  management on  customer loyalty: A moderated
mediation analysis. Service Business, 10(4), 807-826.

Karatepe, O. M., & Yavas, U. (2006). Customer complaining: The role
of perceived justice and emotions as predictors of customer satisfaction and
intention to return. Managing Service Quality: An International Journal,
16(6), 594-607.

Payne, A., & Frow, P. (2005). A strategic framework for customer
relationship management. Journal of Marketing, 69(4), 167-176.
Riquel-Ligero, F., & Pérez-Aguiar, W. (2017). The impact of online social
media on customer  purchasing behavior: A comparative  study
of Facebook and Twitter. Journal of Interdisciplinary Management, 1(2), 1-
27.

Verhoef, P. C., & Leeflang, P. S. H. (2009). Understanding the marketing
department's influence within the firm. Journal of Marketing, 73(2), 14-37.
Yen, Y. S., & Lu, H. P. (2008). Applying CRM to evaluate the impact
of organizational learning on customer relationship management. Expert
Systems with Applications, 34(1), 303-314.

13



o Zaki, M., & El-Bassiouni, M. (2017). The effectiveness of customer
relationship management in the Jordanian insurance sector. Journal of
Economic and Administrative Sciences, 33(2), 108-123.

14



