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Abstract

This study aims to identify the factors that affect acceptance of
customers for marketing campaigns provided through the phone
(Telemarketing, Marketing campaigns, Telemarketing service providers
(staff), Marketing databases, Personal characteristics of the target group
(customers)) in telemarketing center at Palestinian Telecommunications
Company.

The study adopted the descriptive analytical method, which
depends on both primary and secondary sources in the process of data
collection. A structured questionnaire was designed for the study. The
researcher distributed 75 questionnaires on the study population, which
consists of 75 employees who work at the telemarketing center in the
Palestinian Telecommunications Company using Census Method. The
researcher retrieved 70 questionnaires, representing 92.5% of total
distributed ones.

The study concluded that there is a relationship between the factors
that affect acceptance of customers for telemarketing campaigns and
telemarketing by 77.23%, marketing campaigns by 75.48%, providers of
telemarketing service by 82.80%, the marketing database by 77.09%, and
personal characteristics of the target group (customers) by 75.42%, with a
difference in each of them in their acceptance.

The study recommended to invest these factors more and more to
enhance the acceptance of telemarketing campaigns, paying attention to
provide telemarketing campaigns that suit the times and conditions of
customers. It is also recommended to develop skills and abilities of the
staff on an ongoing basis through holding training courses and workshops
necessary for the success of telemarketing campaigns. The study
recommends considering working on updating and developing the
database to include information about customers’ living standards, needs,
desires and other detailed information about them to gain benefit from
them. Finally, the study recommends not bothering customers through
telemarketing in different times.
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1. (Kuivaniemi, 2013)
Management coaching research on coaching telesales.
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2. (Saghar, 2012)

The use of modern communication mediums for customer
base expansion in the banking sector of Pakistan.
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3. (Macrinici & Bilal, 2011)

Consumers behavior towards telemarketing: A case study of
developed and developing countries.
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4. (lgnatov, 2010)
Combining e-mail marketing with telemarketing in
B2B direct marketing. Case stydy: EcoTelematics and NaviFleet.
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5. (Agarwal & Mehrotra, 2009)
Classifying customers on the basis of their attitudes
towards telemarketing.
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6. (Moller & etc, 2008)

Development of work in call centres.
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7. (Kolar, 2006)

Evaluating the performance of call centres from consumers
perspective: marketing research industry example.
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8. (Kasim, 2005)

Employee Satisfaction as an important KPI tool in
Telemarketing.
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9. (Holman, 2003)

An overview of employee stress in call centres.
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10. (Beard, 1997)
High-tech telemarketing plus good old-fashioned service bring
record-breaking sales to Hibernia National Bank.
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