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Abstract

This study aims to shed light on Customer Relation Management CRM
system through the study of the impact of applying best CRM practices on
Customers loyalty, in order to achieve the main goal of the company which is to

retain existing subscribers and attract new ones in a competitive environment.

The research used a descriptive and analytical approach to test the
hypotheses of the study, The data have been collected through two questionnaires
designed for this purpose, (140) questionnaire were distributed to the staff with a
recovery rate of 86%, as well as (400) were distributed to the subscribers with a

recovery rate of 96%.

The study concluded that there is a strong influence 79.25% among the
study areas of customer focus, CRM organization, knowledge management,
technological solutions and the level of loyalty according to the Jawwal staff, as
well as there were no statistically significant differences to these factors (grade,
career position, educational qualification, place of work, age), but there were
differences attributable to those factors (gender, experience). The study also
found that there is a strong positive relationship between the company's success
to implement "CRM applications" to enhance loyalty level from subscribers
perspective, where the level of approval were average 63.16%, and there were no
differences attributable to these factors (classification, subscription period,
consumption rate), but there were differences attributable to those factors
(gender, age, marital status, educational qualification, place of residence,

occupation, subscription type, income).

The study recommended the company to pay more attention to CRM
implementation because loyalty level was average, and to have the initiative to
contact its customers in order to strengthen the relationship with them through
identifying their desires and preferences regarding its services, and to develop a
clear mechanisms to restore those customers who have stopped dealing with the

=)



company, and to develop its experience related to building electronic societies
(Facebook, Twitter) to communicate with its customers in order to benefit from
the rapid growth in this area, also the company must change the customers
perception about it which are limited to being a commercial caring for-profit in
the first place, through increasing its activities in the field of social responsibility,
and finally, the company has taken an important step in the right direction by
CRM system, but this move still needs more development and attention by the
top management to benefit as much as it can from these system.
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1. (Dhman, 2011): "The Effect of CRM Concept adoption
Customer Satisfaction- Customers Perspective The Case of
coastal Municicipalities Water Utility CMWU- Rafah Branch".
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10.(Al-Alawi, 2004): "Customer Relationship Management in the
Kingdom Of Bahrain''.
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11.(Das, et. al., 2009): ""Customer Relationship Management (CRM)
Best Practices and Customer Lovalty, A Study of Indian Retail

Banking Sector"".
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12. (Mishra, et. al., 2009): ""Customer Relationship Management:

Implementation Process Perspective'.
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13. (Desai & Sahu, 2008): "CRM Change Management in_an
Emerging Country Context: An Exploratory Study in India"".
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14. (Williams, 2005):  "Adapting ___Customer __ Relationship
Management to Strategic Supply Challenges: Clues for Success".
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15.(Arndt & Gersten, 2004): ""Data_Management in_Analytical
Customer Relationship Management"'.
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16. (PAYNE & Frow, 2004): ""Developing a Strategic Approach to
Customer Relationship Management'".
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