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I _ Alsamadi, S, « Empirical Investigation of the CRM Concept in the Jordanian Context: The Case of Banks

and Financial Institutions », the case of banks and financial institution, International journal of business and

management, Vol 6, N°2, PP: 182-195, 2011.
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- Colgate, M.R and Danaher, P.J, “Implementing a customer relationship strategy “, journal of the academy

of marketing science, Vol 28, N° : 3, PP : 375- 387, 2000.
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Y e Wyiliy sl ddjpee B3y cadaiill 3o lS ¢Cuiyl) AL e S s dega yualic
L0l Gassse (197) a5 yme b Alalall Ll Cilsmssall IS0 Dlidia )l paine G55 . iy sual
idlstie Ane LAl Gl Ml e 3858 (138) oxeli 4855 (20) 5 ¢l (39) e )

I — Sirbel, M, “The Effect of Information Technology (IT) Capabilities and Customer Relationship

Management (CRM) on Marketing Performance” , an empirical stydy on commercial Jordanian banks in amman,

unpublished master thesis in business administration faculty of busness, Jordan, Middle east university , 2012.

2 — Soliman, H, S, Customer Relationship Management and Its Relationship to the Marketing Performance,

international ,journal of business and social science, Vol 2, N° : 10, PP : 166, 182, 2011.
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« Can Superior CRM Capabilities improve performance in banking »!

)Y Gawsd & (CRM) il e 5yla) el e Ao Capil) duhall oda clgla
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Clasbeal) Liasl i€l dgatll s (0.815) 5yl dppdall cibleall el dlae (g5t el ISy

I — Coltman, T.R, « Can Superior CRM Capabilities improve performance in banking » , journal of financial
service marketing, Vol 12, N°: 2, PP: 114, 2007.
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I _ Srinivasan, R. and Moorman, C, « Strategic firmcommitments and rewards for customerrelationship

management in online retailing » , journal of marketing, Vol 69, N°: 4, PP: 193-200 , 2005.
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“An empirical study on customer profitability accounting, customer

orientation and business unit performance “!
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I~ Malmi, T. and Al, “An empirical study on customer profitability accounting, customer orientation and

business unit performance “ , the EAA 2004 conference in praque, and the research seminars at the university

of technology Sydney and Macquarie university, Sep, 2004.
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(Reliability Statistics) ¢luiudd #Lug < Wi

Cronbach's Alpha

N of Items

966

26

(Reliability Statistics) ¢l c:lidle 53y #lig S Wl

Cronbach's Alpha

N of Items

959

16

(Reliability Statistics) & suil) ¢18) Gawad! &L < W

Cronbach's Alpha

N of Items

914
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CAlsl e 3 (ehigudl) 21 Cppanl

N 27 27

Mean 3.4775 3.5833
Normal

a,b Std

Parameters 77844 75824

Deviation

Absolute |.097 .200
Most Extreme

Positive .074 125
Differences

Negative |-.097 -.200
Kolmogorov—-Smirnov Z .689 1.413
Asymp. Sig. (2-tailed) 729 067
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Model R R Square Adjusted R Std. Error of the Estimate
Square
1 .696° 484 474 55016
a. Predictors: (Constant), T1
ANOVA®
Model Sum of Squares | df Mean F Sig.
Square
Regressi b
13.643 1 13.643| 45.075 .000
on
Residual 14.529| 25 .303
Total 28.172| 26
a. Dependent Variable: perf
b. Predictors: (Constant), T1
Coefficientsa
Model Unstandardized Standardized t Sig.
Coefficients Coefficients
zl
929 ]




B Std. Error Beta
(Constant) 1.501 .330 4.552 .000
1
Tl .608 .091 .696 6.714 .000

a. Dependent Variable: perf

L 4o dl) Az il

Model R | R Square | Adjusted R Square Std. Error of the Estimate
1 .627° .394 .381 .59657
a. Predictors: (Constant), T2
ANOVA?
Model Sum of Squares| Df | Mean Square F Sig.
Regression 11.089 1 11.089(31.158 .000°
1 Residual 17.083( 25 .356
Total 28.172 26
a. Dependent Variable: perf
b. Predictors: (Constant), T2
Coefficients®
Model Unstandardized Standardized t Sig.

,.
100 ]
.

Coefficients

Coefficients

B

Std. Error

Beta




| (Constant) 1.473 400 3.687 .001

T2 .601 .108 .627 5.582 .000
a. Dependent Variable: perf

AAEY de A Ao i)
Model R R Square Adjusted R Square Std. Error of the Estimate
1 .556° 310 .295 .63660
a. Predictors: (Constant), T3
ANOVAa

Model Sum of Squares Df Mean Square F Sig.

Regression 8.719 1 8.719| 21.516 .000°
1 Residual 19.452 25 .405

Total 28.172 26
a. Dependent Variable: perf
b. Predictors: (Constant), T3

Coefficients®
Model Unstandardized Standardized t Sig.
Coefficients Coefficients
B Std. Error Beta
(Constant) 2.265 313 7.248 .000
1
T3 419 .090 .556 4.639 .000

a. Dependent Variable: perf
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Model R |[R Square| Adjusted R Square | Std. Error of the Estimate
1 .740° 547 .538 51552
a. Predictors: (Constant), CRM
ANOVA?®

Model Sum of Squares | Df | Mean Square F Sig.

Regression 15.415| 1 15.415 58'0(3) .000°

Residual 12.757| 25 .266

Total 28.172| 26

a. Dependent Variable: perf
b. Predictors: (Constant), CRM

[102]



Coefficients?

Model Unstandardized Standardized t Sig.
Coefficients Coefficients
B Std. Error Beta
(Constant) 1.313 316 4.159 .000
1 Tamquine 121 .095 740| 7.616 .000

a. Dependent Variable: perf

[103]
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Abstract

The research aims to know and analyze the role of customer relationship
management (CRM) in improving the marketing performance (MP) in a sample of
the CAAR insurance company Tebessa Agency No. 310.

And a random sample of 27 employees working in that company was
approved for research purposes by adopting the questionnaire method in collecting
data. Statistical methods of simple regression, means and standard deviations were
used to test the hypotheses. The research concluded that there is an influence
relationship statistically significant at the level of significance (o < 0.05) between
(CRM) and (MP) of the insurance company in question, and the research also
concluded that there is a statistically significant impact for each of (attracting the
customer, strengthening the relationship with The customer, retaining the
customer) in improving the marketing performance of the insurance and
reinsurance company under study.

Finally, a number of theoretical and practical results were reached, in
addition to providing some recommendations.

Key words: customer relationship management, improving marketing
performance, attracting customers, strengthening customer relationship, customer
retention.




