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The Distributed leadership of Private Secondary School Principals in

Amman Governorate From Teachers’ Point of View
Abbas A. Mahdi Al-Sharifi
Enas M. I. Abdullah
Abstract

This research aimed at finding out the level of practicing distributed

leadership by secondary school principals in Amman governorate from
teachers’ point of view. The sample of the study consisted of (341) male and
female teachers, who were drawn from the population of the study by using
proportional stratified random sample. A questionnaire was used to collect
data to measure the level of practicing distributed leadership by secondary
school principals in Amman governorate. The findings of the research were
as the following:

The level of practicing distributed leadership by secondary school
principals in Amman governorate was medium from teachers’ point of
view.

There was a significant difference at (o < 0.05) in the level of
practicing distributed leadership by secondary school principals in
Amman governorate attributed to gender.

There were no significant differences at (o < 0.05) in the level of
practicing distributed leadership by secondary school principals in
Amman governorate attributed to academic qualification, and
experience variables.

In light of the findings of the research, some recommendations were

presented, among them the following:

Organizing training courses for school principals about distributed
leadership, its characteristics and its importance.

Conducting similar studies on other educational stages, taking into
consideration other variables.
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The Impact of a Proposed Rehabilitation Program on Some Physical,
and Physiological Variables for Females that Suffer from the Lateral
Deviation of the e Spine

Dunya Mahmoud Al- Asasfeh
Mutasem Mahmoud Al- Shtnawe

Abstract

This study aimed at identifying the impact of the proposed
rehabilitation program on (increasing the strength of back muscles, spine
flexibility, pulse rate and vital capacity) for females that suffer from the
lateral deviation of the spine. In order to achieve the goal of this study the
researcher conducted pre-measures that included the variables of the
study. The experimental method was used in which the included program
(rehabilitation exercises, water exercises, and massage) was applied on a
sample of (6) females that suffer from the lateral deviation of the spine
whose ages ranged between (18-20) years old and who did not undergo
rehabilitation program before now. The duration of applying the program
was (8) weeks, with about (24) training units, the duration of each training
unit was (60-75) minutes. After that the post —measures were conducted
on the variables of the study.

The study results indicated that there were statistically significant
differences between the pre-measures and the post-measures for the
variables of (the strength of back muscles, flexibility of the spine, pulse rate,
and vital capacity) in favor of the physical variables. Therefore the
researcher recommends about applying this rehabilitation program on cases
similar to those of the study sample.

Keywords: rehabilitation program, the lateral deviation of the spine, water
exercises, massage
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The Determinant Of Price-cost Margin on Jordanian
Manufacturing Sector
Hassan alamro
Abstract

This paper aims to examine the determinants of price-cost margin ratio
in the manufacturing sector in Jordan during the period (1977-2013). To
achieve this goal a vector error correction model has been employed.

The results of vector error correction (VECM) estimation shows that
there is a long-run causal relationship between variables (labor productivity,
indirect taxes, imports penetration, real effective exchange rate and the
crude oil price) and the ratio of price-cost margin. Furthermore, the short-
run deviations will be corrected at a rate of 39% per year. Also, the results
indicate that the real effective exchange rate has a significant and negative
impact on price-cost. In addition, the variance decomposition analysis
shows that the large part of the prediction of variation in the percentage of
price-cost margin are due to the error prediction in the variable itself, and
due to the error in import penetration and indirect taxes. On another hand, a
smaller level of variation is due to the error prediction in the oil price, real

effective exchange rate and labor productivity.

The previous results has been supported by impulse response function
analysis, which showed that the random shock on the following variables
(indirect taxes, import penetration, real effective exchange rate and crude oil
price) has negative effect on price-cost margin. While labor productivity has
a positive impact on the price-cost margin in the Jordanian's manufacturing

sector.

Keywords: Manufacturing sector, Profit Margin.
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= pidi — Cid (D)mi
P = f(:ql;q2|---qn)

oV A V) amad) b

gm _ . . _
(Z)a—qi—pl—m—ﬂ

i slasall Zpaal) 28l o o slanall b datiall 2ual 1 of slasad) 8 Zaludl jaw zpi Cua
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Ldliall Bgm (po oyt dgaall 48K e pad) ol LS adl B oM f dlalaal) (e
Gl o ol ol Yl B e Lyl LS dpaall ZASH) (e 5S) aad) IS LSy cAalil)
ey aad) Bl Dla oK1y (@and)l (B ApSEaY) Al I el dasl) AdSHly el o
dgaal) AalSlly el G 3l Aalis Wls (Martin,2001) il Ly (Capall yau) dleal)
lerner ) Ldse o Lo sy Ge—aall (8 Al sl L GuliaS pa il ) A
(index

Lerner index =£= (3)
P

o Uield A Gad Uy Geud) 8 41N 368l Baly) ey dsall 1 g0l ()
A Giad by Geadl 3 ApIial) sl (mlaasl ey dgd) 13 mlias) ofs o el
Ol ALeadl Zalil) (e 4df 5 535 Salvador,1993) Aagill sda Siys S8 ) el
Cost — ) Lglatie Hla—uf aaas 8 4o 1< ) Al _aY) dipl aodies L)
iphll it LS dpaall ddSilly gaall oY) aaas dygeal @llyg o Plus Pricing
ATC 2 dlassial) 460 aoas ulad e il ) dalay) daph agiis L Aalai@y)
sda Ji Says Al b3gd 2ana oy (ela dila) 5 LY e galiie) (e Jand
A0V dalaally 4 ylal)

P=C (1+M) 4)
C\_DS\ULQLAMM A Al lasgia : ATC rdl p s
il dle | Aabed) i sale) (Sayg
M=(P-C)/C (5)
ol e sl )l Gl A o oy (5) 5 (3) Aalaall (e
(M = lerner index)
Balid (Gomll 8 A\l 34l Guliel Ll aadind ol (iels daws o ix 14
Lgmal Dty ApSiaY) sl (mian lgmliail, iKY sl 5wl Jiels s
el Q/Q 2 Leapay agiin AGLL Aslaal) Sldars e Jgasll
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M = (TR - TC) /TR (6)

. o %
o

r

A< @iy s TR
SN adlsal) : TC
Z ) st Q

) 8 ) e adiag moll (el s b il o (6) 8y Aalaall (e e
O o Al sda mliadl o) Cus ppaiall Callally BB Gl ) ALYl el
Gl A5 gap 8 A 8 Dl (s e dudliall sl ) aas
e zAl ) Rsal)l g Lee oJ8 Rl syaie ey 13 ld s ) 2 L)Y
oalidd) e iy el of Cun Al 5)0al Bal) ey 88 Al o328 g i) Wl LG sud)
S 2l ) 2 B Al a8 salls (TR - TC) WY salyy sl A8l il
Baga o0 8 el 3003 (Jumdl Apdlis 5yie iy LaadlSs o Sland) 50l o Cilagadl)
Al-Tarawneh, ) Juail 4gyeu dudlie My e AlSe) iy e ¢ i)y ¢ Juadl
.(2001

Al duaall 50y of (ROSE,1978) (o a8 cculuhll (o apaall dagitll o8 T
(Schonoberger, sl WS duaiiadl Hlendl aladiul DA e liiad 2 Al 48,40
Oia Gaailin) g Lok Al Lye s 3l Bas Al Al il of (1985
Ol (aias DA e ST A gn dian (S e LeiKa Lae CaIS)

Gl Dgpe o Al ADle gy ) i Dabail®Y) dphid) Glb Al e Dl
Y ADle DA o lanng Sa D odas (M) zpll Ciela Ly (2d) Ly
A Aabeally Lgie el 3 ilg A pmaad) el g pay (52n])

1
HR—P{I—E:] @)
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MR =) Laall 26 IK3IL (gaadl ol 5lsbosey Jidy (3ms (51 (A el ks Jayd (S
Sl sail) e ool Alalaall 68 Ky 43a (C

C=P(1-=) ®)

Aaleal) iy sale L=

B—= — 9)

= =
S e Al A)\SiaY) 5l oy dpue ADle sag (9) ady Aalaall (e Jaadls
Al Axdipe Agpradl allall A3 pe (S5 Lanind Aymial) Callall 23550 (s () Slale A
Dmll iy aghy (F Allall oda (B Sl Gl (el G il aS OS5 Aulia il
OsSa Laxie Wl o € OSG (cadditi dpeSll )l clly Jad o 4y doaal) dalS) e aS JS
OB (Ll & pall LB Aa)a dulis dpglladl) 4pal)) diaidie dped) callall A5
3L (i 1385 S JS el (dds ol dpaal) S e prd) by a5 Levie Siadll
clel gl (3 s d,lSaaN) 5l
i Ally (Alamro and Others,2015) 2 & fialll alaial gl 1o s
Geliall plad (8 ol Chals Rawi o (oladll #EY) Lil sae gl ) ol JSa
iyl deliall g Uil mpll (el A ydse aalp il cpedl (o)) 8 Al
&= 43,lia (2000 - 2009) 4sblls (1990 - 1999) Js¥) (olaill Flay) sy Pla
Gl Juadl o1l il el LS (1976 - 1989) (olatll F L] it ) Al )
Lo sad Clipmadl] 58 oo 43jlhe Al A8l DA Al deliall g Ui & mpll Jiala
AlasSl) clatinall Uy ecila guialls At AR colatinall A0 Ao ) cileUadll b
Uadl) ot dania oo Selal G bl Jlaill (DA (e 3l 02 Jaja3 o5 L Askadilly
ol Giala Lasiy g)laill ~ ) il Ga JaY) Ak L Bl 2585 (VECM)
Geliall p Ul mpll (el das o ()latll Z U JaY) aad s gsina il s
2l zisal dtlua ) céaw (Altarawneh,2006) Al duhy 8y . 5a)Y) Al
oalitl o bl el Cua ) Al 5y0aal s sl Jalsall Jilad 3 aaly
3l (mlanily Aillall Glojliae Jlawls ASpeal) asnll cVare salds cCapall jau
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Ao (e Jlay Las danssiall 44l 5005 Lgie peiy A8Uall Dlaind <V anas DA plasin)
Al bl 5ya8l) e 5y pudally el (uSaiyg el Jlala

dsd (&8 ol Giela dand Claase DA e w4l (Boulhol, 2005 ) o6 s
SEb s U iy OSE Auball céa 35 ((1970-2003) s PSla (OECD)
G o Joall Gl b deliall gl 3wl Glela A e Alsal) 5)lacll dudlal) Ja el
saals dysie Akaii adly (IMport Penetration) cilaylsll Jadis Jasa 5aL) o duball iy
O Lagidl b ad e laay 0.005 adly sl Ghals A (s ) s Cisw
el il A (apas 4 oaala (OECD)J) Js) cleliall US4 byl
Al 5 A 0.042 48l

dcliall plad 4 ol (iels daus claass (Gulha & Yalgin, 2005) ¢ S o
On daualy; cldial dis o Luball sy Eua ((1995-2003) sl WSH 8 sl
O sy LS i) lians leans o bliel gad) LSsla & Leliall clil)
OsS8 il 8yl bl Al eyl Ghale A (middd ) gan Y lyysied) Jalas
Caidds ) 535 Dlad) dleal) dad pliny) o Ll Aubal) iy dAadine Al Lghas
ol Glela A

Sl Andlia) dulus L6 by L) e (Koningsm, 2001) e a6 Al du s
3 ((1992-1997) 55l DA Kl lailgn (e JS 3 delivall pUsb b pepl) (hals s
P il Ghals Ao o (gina b Al K ol cpalil) IS 8 Adliall dbas s Of 2ag
el Gl A (sl ) a5 ol gl Audlie p i) o ) eld agmy Al 558
(Harrison, 1994;  Levinsohn, 1993; i« JS Juas a8 Jolall LAcliall gl 8
el A (mids ) o0 s)ladll ety oyl dudlie of I (Grether, 1996
Acluall gl _a =)l
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ipudlall syuad) e dalSlly clyygeall 86 4wy (Altarawneh, 2001) L
agymnd) Apdliil) 5p08al) Jiae uaie€ el el A pine Leddies 40)Y) deliall 435l
Cany Alae i A ) cileliall Ll 5y0al of il Cuy Cua dpyY) deliall
Gy pald JS alal) Sl Aals ZISH AAS ofy LaglSs clially corall Jia sl
Aabpall 3 (pe el LS gyl Adliil) 08l Mg coeppl) (iala A e ol il
S pmiail (1987 alad (15.6%) il 8 Apa¥) cleliall myll (iels Ao Jawgie of
Sl Cipn e (el Y1 CallSs g il ) @b gia5 1988 e (8.7%)
(34.2%) (21.9%) copralls clusalls Luagds€ 3 Auadl oda cialy gn 4 o Sa)Y)
LSl e (35.2%)

Gilegaal) ) ) gl Lansdy 4nlie dial) 4usliadl of (Esposito, 1971) muasl LS
Cadds o) Oms ASal delia 77 (b mll Gials o o (ginas (il Bl il Bladl)
Gealsad Wjland (s o cilunsall sag (gaa (il ol e (i LS sanl) Ayl
anaY) sl

sdadyal) @il

Cus ¢ yaliaa Bae (e (2013_1977) 3 yaall G_Luﬂ ‘;\l\j uhall clyaia f— a aal

P &sall O alall L) Sl bl aa &

Ll «(http://inflationdata.com/inflation/inflation_rate/historical_oil_prices_table.asp)
Bl Gla) o5 (@Sl Gl bl Ge lgle Jseanll 8 8 aldl e i)
Cludin) & LS cdand) 3355 dalall Clelanl 83 G 52))sl) clild) e ol Jeall jeaic
el ) Al oy (55l il 3 Bl libal) ) YL laylsll Jalas ol
oY) = dadl (mell ila Gia (ad) (mpell ila [l = clylll Jalis
) 1ol Lgslia) 25 388 epl) (als L) Znailly Wl et slaall — i paliall — il
A0 A0 g Lol REER Jladll igall Gipall jaw Cldin) 5 (s 8 ¢(6) a3y Aol
dren) A0 Copall @V a2 ) PA 0 NEER Jladll euY) Capall jrs lusy 5560
W are g oy oY) EDlaall Jilie )Y Slall) capladll £18520 aafy a1 G
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Jladll ) Capaall yras Jaaad 5 Gl dmy L Jsall w3gd Aylail cilenlusally A5 iyl
8 bty Jadll sba®y) & (CPI) cllgivadl [l uldl) 850 aladsuly
f Al Aoleall Cavs @l gyl
REER =NEER * (CPI in trade partner country / CPI in Jordan)

rdadiicall dsagially puulsdl) z3gall

Co-) Leklsiy ((Stationary) s us o lilull asd Luhal) oda A L
Cul€ Il L lgaladind L A Al dsgid) st S dle oy o(integration
daie Bongie i) i Adle Cilayd die Bjie ) (sgiuall die Byie lgmen <yl
2 leea Glysad) colS 1Y) W ((VAR) (Vector Autoregressive) (513l laasy)
Uadl) ema dsie Amgie alatind S B S V) 38l die 8)fisey (gsiasall die 5 s
axie zise o) SUL sl e .(VECM) (Vector Error Correction Model)
L ) el Judldl e padigs caiie 41 VAR 13 lasil daie iy Uadl) momi
poleaidy) A kally 48Lal) bl e Taldie) ol 23l ol 5 085 ol ite JalSS

Mt = a + B1OPt + P2LPt + f3 REERt + B4 IPt + B5SIDTt + ¢ (10)

(Price cost margin) gzl Ciels das :M
(oil price) sl Laiil) y».:OP
(labor productivity) Jeall jyaic dabul: LP
(real effective exchange rate) Jldll jssall caypall jau: REER
(import penetration) <la)lgl) Jalss 5500 IP

(indirect taxes) sysluall ye iyl o IDT
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:eabll) Jalal) il
Al Jdl ) e Al ) o el saagdl 3o laal Y
(The Unit Root Test)

G AR Ll QL) o €u LAY (ADF) el i Se laal) Salay

e O G s (1) ) dsall G slsll Gl e Jseand) o5 bl £ 350l

Lsunall afl) gaen of Cun (Level) sl die L) aie AGe (e iled Clpial)
5% Hsine s5ie e (Mackinnon, 1991) dspall sl (ye Ji

Oty IV @l 3T amy il aen e pansall Sl S jlia) elpa) 5 Glld aay
Anall Jedld) (585 @llays (1% ysine sime die WSl Caal Aiadll Judlud) gpea ¢
(1) S Al e AlalSia oasll] 23 gl 43S0

fousall Slgh — S8 LA il (1) by Jgaad

ol I B e R mj@:h B L
gl | g T ES

4 syiee | -3.54 767 | sias e | 354 | -255 | PCM
4 e | 354 | 578 |smue e | 354 | 047 | DT
4 syiee | -3.54 760 | sjiwe e | -3.54 | -3.30 IP
4 e | 354 | -6.07 |sge e | 354 | -127 | LP
4 s | -354 | -428 |s@. e | 354 | -1.80 | REER
4 i | 354 | -6.33 | e | 354 | -1.00 | OP

Schwarz jles e ol shalall ey s o *
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(Co-integration Test) didall Jalsil) jLad) Ll

Ll ol e1(L) ds¥) @l die Al iyl ppen of Baagll J3a Ll il <yl

Ouilhsa Angia alasinly el sl JalSill Hlas) eha) aakis il Jelall Lol

dslus (puilasa dmgie of Lays .(Johansen  Co-integration Test) ol il Jlsal

S Y zala jail Apulial) shlall clyi Jlshl apaad s a3 3130 Lala

@y Joha aail Schwarz 5 Akaike s alaainl Svwg ¢ S dals )Y A5, oga

S ol oals mln el Cua ((2) Ay Jsaal) b dainse b LS cdlid) shalal
C ol o Bl shalal) el e o gyl

el Bl @l aae LA (2) a8 Jgaadl

AIC SC bl Gl e
-17.07 17.34 0

-9.58 -11.84 1

-9.49 -13.02 2

-8.89 -14.06 3
-4.14* -10.94* 4

Ggaaal) Lpmpil) (mby W (3) o) Jsoall Loy WS sl JalSill i) gl i

Trace V) lod) zoln ciiS 2 B dysine (gsime dic dide JalSS dgay adey AL

SN Jaall sty o(dal) Ak Glile apf) LS Cilgaie dxg)l 35a5 oo Test
(JaY) Al clile E0b) Al cilgatie D 25as e Eigenvalue Test
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Coilt gl ¢l jidial) Jalsil) SLAA) il (3) a8 Jgand)

cladY) sy | Adlasy) Crall 3 Las) adlaay) SN sl D)
A (Eigenvalues Test) (Trace Test)
2 0.0000 81.16 0.0000 194.4 g Y*
2 I e
0.0055 44.05 0.0022 113.3 saaly ADle
2 dg‘y\ e*
0.0048 39.44 0.0010 69.2 il
FrEn o 0.0496 29.8 Gl SN

1% Ausina (g5iua die (JalSil) are) dpaaal) Az jdll (ad) *
5% Aysine ssiue dic (JalSall pre) dpadall Gy jdll by **
Uail) ranuas dadie zigad il :lay))
o Alliay (Jo¥) apdll die 3y cgsial) e BiEiee pe O piial PN o e
Error Correction (ECM) il maial dsic Gagie aladinl e Y1) daal
el Jaliy¥ly Al Judball oS il Cny e 508 Gagie 38 3 (Model
O o 138 Lz asall 8 il Gu oY) Al ADle a5y gad e L ggiayg
Oe e Y el oli (Co-integration) Jal) dlishy sydiue ile o z3salll 8 <yl
el Al o€ Wl oma 3500 Al cpla WLy cJa) 8yuad (315 aae Vs 25mg
skl Ja¥) L Al ADlad) e clpinall & Jal) 5yl cilal i)
P e oy VECM zisas s Gi(Engle and Granger, 1987) oo JS xs
sshadl) s ccaiall cp @l iall JolSall anie clabe i V) seladll 8 St pishaa
ol 13 Ul piga B ALl A e ol Uhdll aa aadns Al
zisal i Sy s (Jal) Alish ADle dag 43 Aajall it ey AlelSie il
A0l Aapally Uadl) i 4
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AP0 = agh By O o4 I8y op o BBy a4
LBy oo IR aip g+ Dy it 4 DB 0B 4 LAy

tolial el 3 A3gaal) iliall aiil) jelal i
Dpcm = -4.37 — 0.39(pcm)x.1 -0.0004(0p):.1 — 0.0006(0p)r-2 — 2.89(Ip)e.1 +

ol Giela Lol Tl e o Fygina ) Undld) s daie ziged il s
coll iala Lo G oY) Alsh dgu ADle b o i 13as 590 dysine (g5 die
il cJladl) agsll Gipall e cJeall gaie Aaly) ohiill ja) zdsedll i
gk il DY e daY) speal GV gy (ilall s il 5 lylsl
Al 839% Jare Leagaaa &y JaY)
Lgine Ol axdiny o)) Wald test Hlasl jedsl ss Ja¥) 5yuad Al Gl Led
Lsina Bils (asly o gsj oyl i maealy il Suidl e Al iyl il
sie Ay 1 e Uady) 58 die sl Glela A o Jladl) sl Capeall e Lalug
Gaiall Gpall e BA\.:U 30l of Cum L iy S0 13 o V) 5% dugine (g5ie
slay) 558 8 (0,003) e J8) ) sl Cals Ao (alads) W (g5 Baaly sangs Jladl)
Dby cadlsal ) Jis Capeall Sland (& bl o )y e e datilly JY)
Jray G Jladl) Gdial) Copall jras gl (i SN calud) ou )l 3 DA diaas
S Les Byl ) Jlend pe djlie Jef (e sabiadl ) Ll aludl e
Jadl Bdall Copall jr gl gl DBl )l Jlala (5ie (alissl by lgada
g slly Adland)l ) sinaall Lgianan o (Gilly ysinaall Slad (mlisd) gt of oS
Al b oSl mal Gaals Do o Ulagl il g 1y Gl mlisd) g
ek 2 Y e DaS leda ol cidanigias Spiea cleliall el (65 Y1 LBy
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Op Ao A culs by cadall il e ST oI Syt il ol sl sl
dysine p2e Load wald test Hlis) jelal L . Jledll adal) Copall yrass mapll Giala G
Gihpally cclalsll Jalis (Jandl puaic dalyy) chaiill jew) zisalll 3 a3l L8k
5% Aysine ssise die jpaill Ja¥) 3wl Giels A e (3ydlall e

(Variance Decomposition) ¢uball lisSe Jalad JLad) @ Lwld

A e S gl Gl a0 Sy Guaizdsaill (Selial) oludl Caa) A3k oa
ot s canads puaiall 3 gl ad 1) agmy i gl (b il o) laiad cAdline oo
Y L) G e Glaglae Jaay Jdaill 13 o LAY Dl iyl sl
sl Gyie aaea Aozl Ghaie e aie JS S (ShoCK) aliadl sl
S ezisall chia b ¢Uaa3U (Contemporaneous) gliall il alSa. &,
iy S U3 by W5 ((Cholaski Decomposition) SN agis ) sall
b Al lpnal i e ) salll S SN coylas) sl Z3saill 8 Culpaial
il Aglaas e SUI Jal e z35all

s U apms o) Chale T (b ) (ol 0 D Tes of Gl il oy )
osie 8 gl Tas 5 cclalsl) Jalis st (8 gl Uad Jy cads el b 5l
Copall yra ey Bl e e (sl Uha ) J8 Asny apdld) e il
Agie) 8 10 am 4l (4) &) Jsaad) e oy G daladl Aaliy) priey cJladll dgal)
clylsl) Qi Jaie ) shm el Gl A plin b A sl U 000 50.10% (8
LMl e ands i) My 5yaball e il J) s3% 13.56 5 15.05% ol
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el Canllae G OV (b Alisatl) Aeliall g Ul 3 ml) Glala dpasi Claaae

Ol CligSa Jlali (4) Jgsa>

IDT REER LP IP OP PCM S.E. Period

0 0 0 0 0 100 0.025819 1
0.212623 | 11.40214 | 11.18528 | 2.909395 | 3.277054 | 71.01351 | 0.032845 2
0.314323 | 8.721148 | 7.872177 | 18.32979 | 9.221704 | 55.54086 | 0.039714 3
0.702367 | 7.28289 | 7.049019 | 19.32492 | 18.5925 | 47.0483 | 0.046299 4
1.543977 | 6.15614 | 8.712672 | 21.9208 | 19.61752 | 42.04888 | 0.050416 5
3.829361 | 4.940406 | 8.802364 | 28.57921 | 20.03579 | 33.81286 | 0.05718 6
7.787424 | 4.757786 | 8.943318 | 34.87075 | 16.80546 | 26.83526 | 0.064825 7
10.83549 | 4.87528 | 9.63325 | 38.81712 | 14.41702 | 21.42184 | 0.072823 8
13.27057 | 5.125019 | 9.969606 | 42.63499 | 12.14462 | 16.85519 | 0.082252 9
15.05109 | 5.711575 | 10.11652 | 45.42655 | 10.13105 | 13.56322 | 0.091845 10

(Impulse Response Function) Ja&l 84,8 4laiay) 4d)s : busla
alidl Glorall Gilisd Jedll Slad) am o Judll 33 Alaia) dly Je
WS &ats . VAR zise b decaiall il @il L gyt ) (Shocks)

asall B e gl Aalie dera Y clriall 0da (e e JS Alai
la)lie damnse Adlsde dodal moll (hels dus Jad 30 Dlaial (1) ) JSAN ek,
Ll e el calle 530 dla o el Cua zdsall Cilpite 8 aaly (g)lre i
s Aie) Gl dal ey ZaBN D) 8 Sl 1 ey Cus el Giala B e
Cua Al deliall g Ui L 2 L) allSs g i) ) gy Jadill e g iyl of ) ells
Lo ol Claylsll Jals yuaie 80 daually WL dasall 3050 Joall (g iiny N o
33k (M) <y (hms il Ghals daws aliad) ) (505 aals (golme iladl laylaie 4dlsie
) el cland) jhacay a3y sinall ciladiially dddaal) deliall cilatiia G ddlia) 3aa
Apmad) Apudlal) 3yl 32Lys S Alse duan o Jmanll Cingr gt Jland (s
Gage OBl Lad S8l el Qb Ll (ala dos (maids ) ayen sa% 53y L]
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2 el el B o Jaal) jeaie Zaali) B 2l (glne Cibadl blaie Zlpde dasal
O A ADle dln of i Al el Al ae sl oda iy Agl byl
el el B 3l (8 pabis Laa canll eminl dilly LY A5 Jaal) uaic Zaliy
inays BB 55 2y oy lla Al i) coelad s gyl e (il Al Ul
il e bl dgpi (e leja deatt claad) of o ld Jays cpilal) 35l 4]
JSall Gan WS L) (ela A (alads) ) o Les Bpalue AdSH) Ay 4 Jas Al
oAl s U a5 Cipnall a8 aals (lme Cabadl lajliie Ailsde dana o Liad
JLia) A e dagl) o3 Gy pilall Sl Al e mll Chela daw el
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soendl Gaa jllae (s

OV (b Alisatl) Aeliall g Ul 3 ml) Glala dpasi Claaae

Jail) 340 L) A (1) oy Jei

Response to Cholesky One S.D. Innovations

Response of PCMto PCM

Response of PCMto REER

.03 .03

.02 - .02

.014 014

.00 .00

-014 -014

-02 -02

-.03 | -.03

-04 . . . . . . . . . -04 . . . . .

2 3 4 5 6 7 8 9 10 3 4 5 6 7 8 10
Response of PCMto IDT Response of PCMto LP

.03 .03

.02 4 .02

.01 - .01

.00 .00

-.01 -01

-.02 | -.02

-034 -034

-04 . . . . . . . . . -04 . . . . .

2 3 4 5 6 7 8 9 10 3 4 5 6 7 8 10
Response of PCM to OP Response of PCMto IP

.03 .03

.02 - .02

.01 - .01

.00 .00

-01 -01
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Inverse Roots of AR Characteristic Polynomial
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1.0

0.57 L] e °

0.0 o oo

-1.04
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-1.5 -1.0 -0.5 0.0 0.5 1.0 1.5

Serial ,lss) elal zagalll Legalsy 8 Al dldll JSULAy Slod) ailad jlaaYs

LS ddagsie e eUadd) of f eUaadl i) Judus a5a5 a2e correlation LM Test

dgeanl) dpm il Jod & Cum aplall ajsll pads s of Jarque-Bera laal o

- *U RS * R R (PSS I T, P I SN S 1
sl 13 8 e Uadl) (il Guilas duajd Jed Heteroskedasticity

Jarque-Bera =.995 Prob. =0.604 (HO : Normal)

Heteroskedasticity : F-statistic = 0.367 prob. =0.695 (HO:
Heteroskedasticity )

Serial correlation LM-test : F-statistic = 2.61 prob. =0.080 (HO :
Serial correlation )
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The effect of Using Multimedia Software to Learn Some Basic Skills in
Table Tennis

Maen Ahmad Al-Shalan
Omar Jamil Al-Jaafreh
Hassan Talal Al-Ttawil

Abstract

This study aimed at determining the effect of using computerized
teaching program on learning some Basic Skills in Table Tennis. The study
sample consisted of (36) physical education students who did not practice
the game before and registered in the table tennis class and in the sport
sciences faculty at Mutah University in the academic year 2015/2016. They
were divided into two groups; experimental (18) were taught the intended

skills by using the computerc and control group (18) were taught by using

the normal (classic) teaching method. The researchers used quasi-
experimental method due to its suitability study goals.

Results of the study indicated that using computer in teaching skills
(forward hand« back hand¢ long serve« short serve) was better than the
normal method.

Keyword: Computerized teaching program« forward hand« back hand« long
serve« short serve« Sport Table
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Press Coverage of the Israeli Aggression on Gaza 2014" In Daily
Jordanian Press"

DR. Hatem Alawneh
Areen Al-Zou'bi

Abstract

This study aimed to identify the press coverage of Israeli aggression
events on Gaza (2014), in daily Jordanian press, from 81" July to 26" August
(2014), the study relied on the survey and comparative methodologies in the
frame of survey content analysis was used, by analying content of all of
daily Jordanian press, represented by: (Al-Rai &ASsabeel) newspapers,
including (45 numbers) from each newspaper. The following are the most
prominent findings of the study:

- Press report was the most common type of journalistic style to be used
by the daily Jordanian press (41.2%),followed by Press release (37%).

- The daily Jordanian press depended on a variety of resources,Mainly,
resources of itself (46.9%),followed by international news agencies
(17.3%)

- Jordanian daily press used mainly eight types of media frames during its
coverage of the Israeli Aggression, the conflict frame was in the
forefront within other frames (65.3%)

Keywords: press coverage, Jordanian press, Israeli aggression s on Gaza
(2014).
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The Level of Awareness to the Rights of Disabled Persons Among
Irbid University College Female Students

Nayef. Al-Hamad
Nasser. Al-Shraa
Abdalrazag. Al- Hassan

Abstract

The study aimed to identify the level of awareness to the rights of
disabled Persons among Irbid University College Female Students, The
study population an estimated (3200) students, and the study sample
consisted of 149 female students (78 female students specialization special
education, and 71 female students specialization Management Science),
academic year 2014/2015, the researchers used a scale of Awareness of the
rights of Disabled persons, It was verified validity and reliability of the scale
coefficients, the study results concluded to the that the level of
consciousness of the rights of disabled persons female students was a
medium degree, and the absence of statistical significance are attributed to
the specialization of study differences The researchers recommended the
attention and increase awareness of the rights of persons with disabilities
among students in universities, by offering compulsory courses at the
university aiming to Definition the rights of persons with disabilities and
promote the participation of persons with disabilities and integrate them into
society.
Keywords: Disabled, Disabled Persons, The rights of disabled, University

students.
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Visual Variables Analysis of Cartographic Point Symbols

Abstract

This paper aims to study the visual variations that play an important
role in the creation of point symbols and to identify their potential, sphere of
utility in representing milestones on maps, the specification of the role of
visual perception and variations in spotting map content as well as the
recognition of the ideal manner for an active and influential use of visual
variations in map design.

The visual analysis method and the cartographic methods have been
adopted to reach the paper target. It has been done in three phases whereas
the role and importance of the visual perception were clarified in the first
phase. In the second one a detailed study on most of the visual variations of
point symbols has been done, whilst in the third phase a general analysis for
visual variations was fulfilled.

The study reached various conclusions such as: 1) The visual variations
vary in pointing the geographical features properties. 2) The necessity of
studying the visual variations of point symbol. 3) Each visual variation can
fit only one or two element of coding, for example size variable is for
quantitive coding and shape variable is for qualitive coding. Thus the study
showed that the abstract and visual symbols are preferable in point coding.
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cartographic design of point symbols for mobile Augmented Reality
applications.
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Jordanian Labor Market Trends Through Analysis of Employment ads
in Jordanian Newspapers

Khalaf Al-Tahat

Abstract

This study aimed to examine the reality of the Jordanian labor market
through the analysis of the content of job advertisements where published in
the Jordanian daily newspapers to find out the Jordanian labor' trends as
well as to reveal. the size of the contributions of governments and the
private sector in providing the labor market and the reduction of
unemployment opportunities. The study consists of 4013 job Ads that
distributed between 2157 were published in Al Rai newspaper (54%) and
1856 at Alghad newspaper (46%) of the total employment ads. In this study
330 job ads from each newspaper were drawn by using a simple random
sample, which represents (30%) of the population. The results of the study
revealed that 47% of the ads favored males over females, 51% of the ads
focused on low level of the careers, and 57% did not specify the nationality
of the applicant. Also the finding indicated that the private sector was the
most announcement of vacancies and job opportunities (55%) followed by
the public sector (21%), then by the Arab countries (15%). Results revealed
that Al-Rai newspaper were the most inclined to publish advertisements
from government agencies compared to the Alghad newspaper.

Keywords: The Jordanien press, content analysis, job avertissements, the
Jordanian labor market, poverty and unemployment
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"Exposure in the Qu'ran Styale™

Ali Abdullah Ahmad Al-Horerat

Abstract

This study deals with a method graphically pleasant, not a method of
exposure, have shown that this method differs from the method of metaphor
and metonymy, and that an independent style, has its own multi-purpose
graphic.

The study also addressed the statement varieties show their angels and
the prophets and the believers and the infidels and the people of the book
through multiple areas included the Doctrine of the legislation and the Arts,
and this study shed light on this method is to demonstrate the importance of
this method in the call and presentation of ideas and opinions that do not fit
to be said on the face of the exposure, FRP exposing not resist a statement.
This study also concluded that the receipt of this method in the Koran

capacity and wrote explanation of different trends.

Keywords: exposure, context, purpose, graphic, style.
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b Lala Do i clilandly LA of 3 89 o) ) L s T glall ) L
Lol sl
Sle dv e Sl oY Olad) Gl b Sial s Y Gandll o gy Gasll (e
Al Slaall Gy kil S 8 05 L) panaill dise of WSl pimy Lo DA
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O L Sy ailie Jgeal Ciman S Guig 85 (0 AapSH AN 028 .60 Yunus: 98)
& S o) ST e s Allls sl ClE Bysnll 03 Apadidiy Cipall $Spe L)<y
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280



22017 cahyl aaadl () D5 S sl e Leia¥)y Asls) aglall ALl ccladpally Cusall e

I8 ) 2 fG 15 205 468 1 U6 B rawsil Sl ade aaly) I Gaplaall (s
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1.

2.

Increase the focus on the information quality level on *Zain”
company website to be clearer and easier to use.

Increase the focus on the customer service quality level since
customers are the main driver for the company and they should be
served completely and carefully, and enrich customers’ satisfaction
because it will affect their loyalty and retention.

Increase the focus on the personalization level for customers through
dealing individually with customers since customers are the basic
asset for the company.

Increase the focus on the fulfillment level and what may be provided
by “Zain”’s company website reflects the quality of information and
the real condition of services offered by the company.

Increase the awareness among “Zain” company staff that are
specialized of E-CRM and train them on using it in the right way,
because it will be more helpful for enhancing the relationship
between “Zain” Company and its customers.

Increase the awareness among business customers in how to use
“Zain” company website, features and facilities of the website to help
increase customer satisfaction and loyalty.
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4. The impact level of fulfillment on Customer loyalty (behavioral and
attitudinal) in “Zain” Company is Medium. Accordingly, “Zain”
company website doesn’t reflect a clear and enough information to
fulfill the services and their quality offered by the company.

5. The level of Behavioral loyalty in “Zain” Company is Medium,
therefore, after the questionnaire distribution and observing the
customers feedback, it turned out to be a series of complaints.
Accordingly, this may affect negatively of customer behavioral
loyalty.

6. The level of Attitudinal loyalty in “Zain” Company is Medium. As a
result, some of “Zain”’s business customers are not pleased and not
satisfied from the company’s offered services and this may be a
threat “Zain” company will face.

7. There was a significant positive effect of Information Quality on
Customer loyalty (behavioral and attitudinal) in “Zain” Company.

8. There was a significant positive effect of Customer Service Quality
on Customer loyalty (behavioral and attitudinal) in *“Zain”
Company.

9. There was a significant positive effect of Personalization level
Customer loyalty (behavioral and attitudinal) in “Zain” Company.

10. There was a significant positive effect of Fulfillment on Customer
loyalty (behavioral and attitudinal) in *Zain” Company.

From the starting point we had found that there is an impact of
Electronic Customer Relationship Management (E-CRM) according to
(Information Quality, Customer Service Quality, Personalization level
and Fulfillment) on Customer Loyalty according to (Behavioral and
Attitudinal Loyalty) in “Zain” Company.

After the conversation with one of “Zain”’s employees by email and
viewing the results found in the customers feedback from the
questionnaire distributed, the researcher concluded that “Zain” company
is providing online services and implementing E-CRM system and that
has a positive effect on customer loyalty (behavioral and attitudinal) but
not at the proposed level. Meanwhile, the E-CRM needs to have a
positive effect on customer loyalty in higher standards according to what
“Zain”’s employee mentioned.

Recommendations: Based on these results, the researcher presents
some recommendations:
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Ho 10: There is no significant effect of the fulfillment on attitudinal
loyalty Zain Company at level (o < 0.05).

To analysis of this hypothesis was tested using simple regression to
identify the impact of fulfillment on attitudinal loyalty in Zain Company
in Jordan and the table (18) show that :

Table (18) Simple regression : impact of fulfillment on attitudinal
loyalty in Zain Company

R R? Beta (F) value DF Sig
Regression |  The Relationship Fisher Degree of
Effect Freedom
0.534 0.285 0.534 190.668 840 0.000

It is clear from Table (18) that the (F) value was (190.668) the level
of significance (0.000) and it is less than (0.05), This Explains Reject the
Null Hypothesis and accept Alternative Hypothesis , And it has been
seen from the table (20) that the fulfillment Effect on attitudinal loyalty
in Zain Company in Jordan rate (28.5%).

Conclusions Discussion: The current study posed a set of questions,
placing the hypotheses and their relation to the impact within the study
variables. The study reached many conclusions that contributed to solve
the study problem described in chapter one, answering the questions and
hypotheses of the study. The main conclusions are:

1. The impact level of Information Quality on Customer loyalty
(behavioral and attitudinal) in “Zain” Company is Medium; therefore
customers need information to be displayed on the website in a clear
and easy way to use.

2. The impact level of Customer Service Quality on Customer loyalty
(behavioral and attitudinal) in “Zain”Company is Medium, therefore
customer service should be stronger and the company needs to
reinforce customer service staff with differentiated training
workshops in how to serve all types of customers.

3. The impact level of Personalization Level on Customer loyalty
(behavioral and attitudinal) in “Zain” Company is Medium. As a
result the personalization must be increased and handled
individually with each customer to protect customer’s Ego.
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Ho8 : There is no significant effect of the personalization level on
attitudinal loyalty Zain Company at level (o < 0.05).

To analysis of this hypothesis was tested using simple regression to
identify the impact of personalization level on attitudinal loyalty in Zain
Company in Jordan and the table (16) show that :

Table (16)Simple regression : impact of personalization level on
attitudinal loyalty in Zain Company

R R? Beta (F) value DF Sig
Regression The | Relationship | Fisher Degree of
Effect Freedom
0.494 0.244 0.494 154.884 840 0.000

It is clear from Table (16) that the (F) value was (154.884) the level
of significance (0.000) and it is less than (0.05), This Explains Reject the
Null Hypothesis and accept Alternative Hypothesis.

And it has been seen from the table (16) that the personalization
level Effect on attitudinal loyalty in Zain Company in Jordan rate
(24.4%).

Ho 9: There is no significant effect of the fulfillment on behavioral
loyalty Zain Company at level (a0 < 0.05).

To analysis of this hypothesis was tested using simple regression to
identify the impact of fulfillment on Behavioral Loyalty in Zain
Company in Jordan and the table (17) show that :

Table (17)Simple regression : impact of fulfillment on Behavioral
Loyalty in Zain Company

R R? Beta (F) value DF Sig
Regression The Relationship | Fisher Degree of
Effect Freedom
0.624 0.390 0.624 306.146 480 0.000

It is clear from Table (17) that the (F) value was (208.948) the level
of significance (0.000) and it is less than (0.05 This Explains Reject the
Null Hypothesis and accept Alternative Hypothesis.

And it has been seen from the table (17) that the fulfillment Effect on
Behavioral Loyalty in Zain Company in Jordan rate ( 39%).
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To analysis of this hypothesis was tested using simple regression to
identify the impact of customer service quality on attitudinal loyalty in
Zain Company in Jordan and the table (14) show that :

Table (14) Simple regression : impact of customer service quality on
attitudinal loyalty in Zain Company

R R? Beta (F) value DF Sig
Regression The Relationship Fisher Degree of
Effect Freedom
0.577 0.333 0.577 238.754 840 0.000

It is clear from Table (14) that the (F) value was (238.754) the level
of significance (0.000) and it is less than (0.05), This Explains Reject the
Null Hypothesis and accept Alternative Hypothesis.

And it has been seen from the table (14) that the customer service
quality Effect on attitudinal loyalty in Zain Company in Jordan rate
(33.3%).

Ho7: There is no significant effect of the personalization level on
behavioral loyalty Zain Company at level (a < 0.05).

To analysis of this hypothesis was tested using simple regression to
identify the impact of personalization level on Behavioral Loyalty in
Zain Company in Jordan and the table (15) show that :

Table (15)Simple regression : impact of personalization level on
Behavioral Loyalty in Zain Company

R R? Beta (F) value DF Sig
Regression | The | Relationship | Fisher Degree of
Effect Freedom
0.551 0.304 0.551 208.948 480 0.000

It is clear from Table (15) that the (F) value was (208.948) the level
of significance (0.000) and it is less than (0.05), This Explains Reject the
Null Hypothesis and accept Alternative Hypothesis.

And it has been seen from the table (15) that the personalization
level Effect on Behavioral Loyalty in Zain Company in Jordan rate
(30.4%).
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Table (12) Simple regression :impact of Information Quality on
attitudinal loyalty in Zain Company

R R? Beta (F) value DF Sig
Regression The Relationship Fisher Degree of
Effect Freedom
0.552 0.305 0.552 209.772 480 0.000

It is clear from Table (12) that the (F) value was (209.772) the level
of significance (0.000) and it is less than (0.05), This Explains Reject the
Null Hypothesis and accept Alternative Hypothesis.

And it has been seen from the table (12) that the Information Quality
Effect on attitudinal loyalty in Zain Company in Jordan rate (30.5%).

Ho5: There is no significant effect of the customer service quality on
behavioral loyalty Zain Company at level (a < 0.05).

To analysis of this hypothesis was tested using simple regression to
identify the impact of customer service quality on Behavioral Loyalty in
Zain Company in Jordan and the table (13) show that :

Table (13) Simple regression : impact of customer service quality on
Behavioral Loyalty in Zain

R R? Beta (F) DF Sig
Regression | The | Relationship value Degree of
Effect Fisher Freedom
0.623 0.388 0.623 304.086 480 0.000

It is clear from Table (13) that the (F) value was (304.086) the level
of significance (0.000) and it is less than (0.05), This Explains Reject the
Null Hypothesis and accept Alternative Hypothesis.

And it has been seen from the table (13) that the customer service
quality Effect on Behavioral Loyalty in Zain Company in Jordan rate
(38.8%).

Ho 6 : There is no significant effect of the customer service quality
on attitudinal loyalty Zain Company at level (a < 0.05).
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variables in the regression equation, the variable customer service quality
has occupied the first place with amount (33.3%), while the Effect of
fulfillments with customer service quality was (42.4%), and The Effect
of Information Quality with Fulfillments and Customer Service Quality
was (45.5%), and the Effect of Personalization with Previous Variables
was (46.3%) on attitudinal Loyalty.

This Explains Reject the Null Hypothesis and accept Alternative
Hypothesis.

Ho3: Ther is no significant effect of the information quality on
behavioral loyalty in Zain Company at level (o < 0.05).

To analysis of this hypothesis was tested using simple regression to
identify the impact of Information Quality on Behavioral Loyalty in Zain
Company in Jordan and the table (11) show that :

Table (11) Simple regression :impact of Information Quality on
Behavioral Loyalty in Zain Company

R R? Beta (F) value DF Sig
Regression | The Effect | Relationship | Fisher | Degree of
Freedom
0.609 0.371 0.609 282.368 480 0.000

It is clear from Table (11) that the (F) value was (282.368) the level
of significance (0.000) and it is less than (0.05), This Explains Reject the
Null Hypothesis and accept Alternative Hypothesis.

And it has been seen from the table (11) that the Information Quality
Effect on Behavioral Loyalty in Zain Company in Jordan rate (37.1%).

Hos: There is no significant effect of the information quality on
attitudinal loyalty Zain Company at level (o < 0.05).

To analysis of this hypothesis was tested using simple regression to
identify the impact of Information Quality on attitudinal loyalty in Zain
Company in Jordan and the table (12) show that :
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Table (9) Multiple Regression impact of the E-CRM on attitudinal

loyalty
E-CRM Components B Std. Error | Beta T Sig
Calculated

Information Quality 0.272 0.064 0.196 4.245 0.000
Customer Service 0.350 0.045 0.323 7.828 0.000
Quality

Personalization Level 0.182 0.071 0.114 2.584 0.010
Fulfillments 0.255 0.053 0.210 4.757 0.000

It is Clear from table (9) that the variables (Information Quality,

Customer Service Quality, Personalization Level and Fulfillments) have
an impact on attitudinal Loyalty, reaching values (t) calculated (4.245,
7.828, 2.584, 4.757), respectively, which values significant at the level of
significance (a < 0.05).

Table (10) Stepwise Multiple Regression: effect of the E-CRM on
attitudinal Loyalty

Order of entry of independent R? (F) T Sig
elements in the equation to predict Value Calculated
Customer service quality 0.333 | 238.754 7.828 0.000
Fulfillments 0.424 | 175.886 4.757 0.000
Information Quality 0.455 | 132.868 4.245 0.000
Personalization Level 0.463 | 102.506 2.584 0.010

Stepwise Multiple Regression to determine the importance of each
independent variable separately in contributing to the mathematical
model that represents the impact of E-CRM (Information Quality,
Customer Service Quality, Personalization Level and Fulfillments) on
attitudinal Loyalty, table (10) shows that the order of entry independent
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It is Clear from Table (7) that the variables (Information Quality,
Customer Service Quality, Personalization Level and Fulfillments) have
an impact on Behavioral Loyalty, reaching values (t) calculated (4.855,
8.866, 3.097, 7.475), respectively, which values significant at the level of
significance (a < 0.05).

Table (8) Stepwise Multiple Regression effect of the E-CRM on
Behavioral Loyalty

Order of entry of R? (F) T Sig
independent elements in the Value | Calculated
equation to predict
Fulfillments 0.390 | 306.146 7.475 0.000
Customer Service Quality 0.533 | 272.825 8.866 0.000
Information Quality 0.566 | 207.313 4.866 0.000
Personalization 0.575 | 160.683 3.097 0.002

When the study made a Stepwise Multiple Regression to determine
the importance of each independent variable separately in contributing to
the mathematical model that represents the impact of E-CRM
(Information Quality, Customer Service Quality, Personalization Level
and Fulfillments) on Behavioral Loyalty, Table (8) shows that the order
of entry independent variables in the regression equation, the variable
Fulfillments has occupied the first place with amount (39%), while the
Effect of Customer Services Quality with Fulfillments was (53.3%), and
The Effect of Information Quality with Customer Service Quality and
Fulfillments was (56.6%), and the Effect of Personalization with
Previous Variables was (57.5%) on Behavioral Loyalty. This Explains
Reject the Null Hypothesis and accept Alternative Hypothesis.

Ho2: There is no significant effect of the E-CRM according to
(Information quality, customer service quality, personalization
level and fulfillments) on customer loyalty according to
(attitudinal loyalty) Zain Company at level (a < 0.05).

To test this hypothesis the researcher uses the multiple regression
analysis to ensure the impact of E-CRM (Information Quality, Customer
Service Quality, Personalization Level and Fulfillments) on attitudinal
loyalty in Zain Company as shown in Table (9).
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Table (6) Means, Std. Deviation of the Behavioral Loyalty
No | Statements Means Std. Deviation Degree Rank

Iwill use Zain companv
4 . . 3.43 1.26 Medium 1
services continuously

I'will consider the Zain

2 . 3.3% 1.26 Medium 2
company mv first choice
Iwill encourage my friends and

3 | relatives to deal with Zain 332 1.23 Medium 3
company

I'will say positive things about

1 325 1.17 Tedi
the Zain company to others Medium 4

Total 3.35 1.23 Medium

Testing Hypotheses :

Hol: There is no significant effect of the E-CRM according to
(Information quality, customer service quality, personalization
level and fulfillments) on customer loyalty according to
(behavioral loyalty) Zain Company at level (a0 < 0.05)

To test this hypothesis the researcher uses the multiple regression
analysis to ensure the impact of E-CRM (Information Quality, Customer
Service Quality, Personalization Level and Fulfillments) on Behavioral
Loyalty in Zain Company as shown in Table (7)

Table (7) Multiple Regression impact of the E-CRM on Behavioral

Loyalty

E-CRM Components B Std. Error | Beta | T Calculated Sig
Information Quality 0.261 0.054 0.199 4.855 0.000
Customer Service 0.332 0.037 0.326 8.866 0.000
Quality

0.183 0.059 0.122 3.097 0.002
Personalization Level
Fulfillments 0.335 0.045 0.293 7.475 0.000
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Table (5) Means, Std. Deviation of the Fulfillment

No | Statements Means Std. Deviation Degree Rank
Information displayed on the
2 | website reflect the real condition 339 096 Medium !
of Zain’s products and services
Information displayed on the
| 1 7
1 | website reflect real service 333 101 Medium N
quality that the Zain provide
Total 3.36 0.98 Medium
Table (6) Means, Std. Deviation of the Attitudinal Loyalty
No | Statements Means | Std. Deviation Degree Rank
2 | Iampleased with Zamn's
. 3.16 122 Medium 1
customer service
1 | The Zain’s product and services
. R Y 122 Medium 2
meet my expectations
3 | I prefer Zamn website than other
. in L18 Medium 3
website
4 | Iam satisfied with Zain's i ]
. 3.05 LI5 Medium 4
benefits of services
Total 3.11 1.19 Medium
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Table (3) Means, Std. Deviation of the Customer Service Quality

No | Statements Means Std. Deviation Degree Rank
4 Customer service representatives

are willing to help 347 118 Medium 1
3 | Customer serviceis professional

. . . 328 114 Medium 2

in answering enquiries
2 | Customer serviceresponds 13

3l 2 Tedi

within 48 hours Medium 3

1 | Complaints are handled
. 3.02 1.24 Medium 4
professionally
Total 322 1.20 Medium

Table (4) Means, Std. Deviation of the Personalization

No | Statements Means Std. Deviation Degree Rank
3 | Zain website allows visitor to
370 087 High )
create “My Profile’ Account™
4 | Zain website protect my personal
. . 358 0.59 Medium 2
information in my profile
2 | Receive promotional information
. 324 057 Medium 3
that match my interests
1 | Zain's website allows me to
. _— 312 090 Medium 4
view my transaction histary
Total 3.41 0.93 Medium
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Research Validity:

To test the questionnaire for clarity and to provide a coherent
research questionnaire, a macro review that covers all the research
constructs was thoroughly performed by academic reviewers from
Jordan Universities specialized in faculty and practitioners in the
facilities of Business Administration and Marketing. Some items were
added, while others were dropped based on their valuable
recommendations. Some others were reformulated to become more
accurate to enhance the research instrument.

Results:
Descriptive Analysis of Study Variables

Table (2) Means, Std. Deviation of the Information Quality

No | Statements Means Std. Deviation Degree Rank
3 | Information displaved in the
website is easy to understand 343 098 Medium 1

]

Zain company website provides
in-depth information on Services 337 095 Medium

(%]

4 | Information displayedin the
website explained the benefits of 330 099 Medium 3
the services provided from Zain

1 [ Information displavedin the
website is accurate 327 095 Medium 4

Total 3.4 0.97 Medium
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regression analysis was performed to investigate the impact of each
independent variable dimension on each dimension of the dependent
variable.

Measure Reliability:

To calculate the stability of an instrument study, the researcher used
the equation of internal consistency using test Cronbach's alpha shown in
Table (1), the test results were shown in the values of Cronbach alpha for
all variables of the study and identification of generally higher (60%)
which is acceptable in the research and studies (Sekaran, 2003), which
gives the questionnaire as a whole the reliability coefficient ranged
between (72.9-93.6%), as shown in Table (1).

Table (1) The Stability of Study Tool by Cronbach Alpha Test

Variables Cronbach Alpha

Information Quality 843
Customer Service Quality 873
Personalization Level 72.9
Fulfillment 833
E-CRM 90.1
Attitudinal Lovalty 895
Behavioral Loyalty 921
Customer Loyalty 93.6
The Total of the Questionnaire Statements 944
as A whole

Demonstrate consistencies indicate that the tool has high stability
coefficient that’s give the ability to achieve the purpose of the study
according to (Sekaran, 2003), since the total questionnaires reach as a
whole (94.4). It shows from Table (1).
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this study, through testing the validity of hypotheses of the study, and
answering questions, and drawing their results out of the questionnaire
that was developed for the purposes of the study according to the steps of
scientific norms. The questionnaire is an attempt to collect data from
members of a population in order to determine the current status of that
population with respect to one or more variables. Finally, the researcher
made conversation by E-mail with one of HR managers of “Zain”
company explaining about E-CRM technology in the company.

Questionnaire was used for the purposes of the speed of data
collection where the big size of the study population that produced it
difficult to use other tools to collect the data.

Study Population:

The study targeted Zain’s customers (Business Customers
employees) who are using E-CRM technology, the number was
approximately 17,000 customers, The reason behind choosing the
selected sample is that they deal with main concepts related to the study
variables.

The Study Sample :

Study sample was a Purposive random sample, where it consisted of
Business Customers employees of  Zain-Jordan Company, (500)
questionnaires were distributed on a number of Business Customers
employees in different job positions, who were selected randomly from a
list of companies registered at Zain Company's registry, which was
provided by an employee from “Zain” company to the researcher.

Having reviewed the data, (19) questionnaires were excluded due to
their invalidity for statistical analysis purposes. Accordingly, the study
sample consisted of (481) questionnaires representing (96.2%) of the
original study sample.

Data Analysis:

The Statistical Package for Social Science Program (SPSS) was used
for the data analysis. A two-step detailed statistical analysis of data was
involved. First, multiple regression analysis was performed to investigate
the impact of all the independent variable (E-CRM) dimensions on each
dependent variable (Customer Loyalty) dimension, second, simple
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shape and match it with Iranian culture to create more loyalty and
retention.

The study’s conclusion is that E-CRM significantly can help the
information flow within the organization as well as improve its
relationships with customers. All users have positive comments from the
use of E-CRM in mobile telecom sector which should be considered as a
point of success for Iranian mobile telecom operators.

What does distinguish the current study from previous studies?

While previous studies conducted on Iran's telecommunications
sector and Asian organizations, the current study has been implemented
in the Jordanian telecom sector, where the study was applied only on
“Zain” Telecommunication as a case study and this study focused only
on business customers of “Zain” Company.

While many studies have addressed E-CRM and customer loyalty
and measure them, this study, according to the best researcher knowledge
is the first to address these concepts jointly and took new perception by
investigating the impact of E-CRM on customer loyalty(behavioral and
attitudinal) in” “Zain™” in Jordan.

As previously indicated in section 2.2: “Previous Studies”, E-CRM
was identified fourteen dimensions, namely: Information Quality, Ease of
Navigation, Consumer Service Quality, Fulfillment, Integrated Marketing
Channels, Online Community, Rewards, Personalization Level, Site
Security, Value-added Services, Perceived Trust, Price Attractiveness.
(Ab Hamid, Cheng & Akhir, 2011)

This study will only use dimensions namely: Information Quality,
Customer service quality, personalization level, and fulfillment to
identify the E-CRM, in the relation to customer loyalty, this study will
use the same previously identified dimensions, (Gustavsson & Lundgren,
2005), (Khaligh, Miremadi and Aminilari, 2012): behavioral loyalty and
attitudinal loyalty to assess customer loyalty.

Research Methodology :

The current study adopted the descriptive and analytical approach
involving collecting data in order to test hypotheses or to answer
questions concerned with the current status of the subject of the study.
Research Methodology Field has been used to cover the practical side of
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and online customer support would be implemented on mobile
companies’ websites.

Study (Keshvari, 2011) Entitled “The Impact of E-CRM on
Customers Attitude and Its Association with Generating Competitive
Advantages in Iranian Financial B2B Context”.

The purpose of this study is to explore E-CRM benefits that have
positively effects on customer satisfaction and association between them
in Iran Financial Institutions, and to examine the competitive advantages
on E-CRM in financial institutions.

The customers’ questionnaire consists of three main parts, the first
part contains seventeen questions about E-CRM benefits, the second part
includes eleven questions about E-CRM competitive advantages and the
last part has six questions about E-CRM technologies.

The conclusion of this study is that the E-CRM benefits and all of
the E-CRM competitive advantages have positive association with each
other, increasing safety has the most impact on customers’ satisfaction.
This element is the most efficient attribute that leads to attract customers’
trust and satisfaction.

Study (Khaligh, Miremadi and Aminilari, 2012) Entitled “The
Impact of eCRM on Loyalty and Retention of Customers in Iranian
Telecommunication Sector”.

The objective of this study is to find the relationship between E-
CRM effective factors and loyalty and retention factors in order to
conduct the Iranian mobile telecom operators to be successful in
enhancing loyalty and retention of their customers in this field.

Data collection for this study was face-to-face interview with 60
useable responses from 71questionnaires were distributed among
different social classes with various job, age, education and income to
coordinate the pilot test of our research covering different ideas from
Iranian society.

The results of this research show which factors are effective and
which factors are not in Iranian mobile telecom sector. This study
enables the manager of this sector to implement the E-CRM in the best
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market is in its fledgling stage and is restricted mainly to the urban
populous and/or youth exposed to western lifestyle.

Study (Ab Hamid, Cheng & Akhir, 2011) Entitled “Dimensions of
E-CRM: An Empirical Study on Hotels’ Web Sites”.The purpose of this
study is to provide a deeper understanding of the E-CRM and its features
and effectiveness among the factors contributing to the success of the
Malaysian Hotels websites, and to identify the E-CRM dimensions and
perceived important features from a consumers’ perspective.

This study is finding 14 dimensions of E-CRM which were
perceived as important elements affording consumers repeated visits and
purchases in the hotel industry.

The conclusion if this study that is providing features such as
reservation and modification to reservation facility, tracking transactions
history, allowing some degree of personalization, and understanding
consumers’ specific needs and preferences enhance consumers’
perceived value, thus increase loyalty. This study shows that consumers
viewed hotels Web sites sharing past consumers’ reviews through Blogs
and Facebook as one of the important elements leading to intention to
revisit.

Study (Alhaiou, 2011) Entitled “A Study on the Relationship
between E-CRM Features and E-Loyalty: the case in UK”. The purpose
of this study is to examine the relationship between E-CRM features and
E-Loyalty at the different stages of transaction cycle (pre-purchase, at-
purchase, and post-purchase) on mobile phone companies websites in
UK.

The research contributes to knowledge in several ways. Most
importantly, it illustrates the roles of E CRM features in enhancing online
consumer loyalty at different stages of purchase cycle leading to long-
term consumer relationships. This research highlights the critical features
of E-CRM program, which mobile phone companies’ websites in UK
should invest in their consumer loyalty strategies.

The results from the study show that the use of E-CRM in building
consumer relationships affects online consumer satisfaction and loyalty.
The efficiency of E-CRM program determine the level of which online
features, such as search capabilities, security/privacy, payment methods,
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This study examines the impact of building customer loyalty as a
means for sustaining continuous organization growth in the highly
competitive UK market. This research presents the results of a study
undertaken in Sport Direct Unit 6.

The purpose of this study is to consider the relative merits of having
loyal customers as a weapon for overcoming fiery competition and
sustaining continuous organization growth in the highly competitive UK
retail environment, and the research’s important aim is to understand the
concept of customer loyalty.

The research approach of both qualitative and quantitative
approaches was used, the qualitative approach aimed at establishing
customer attitudes, value, and behavior. While on the other hand the
guantitative research approach aimed to attempt the precise measurement
of customer’s behavior, attitudes, and knowledge.

The conclusion of this study is that the overall positive image of the
organization is critical in building and maintaining relationships with
customers, and the study supports that CRM is one of the antecedents of
customer loyalty and competitive advantage.

Study Bose and Gopal (2011), Entitled “Perceived benefits of
customer loyalty programs: Validation the scale in the Indian context”

The article endeavors to validate the scale developed by Mimouni-
Chaabane and Volle (2010) that measures perceived benefits of customer
loyalty programs in the Indian context. On running exploratory and
subsequently confirmatory factor analyzes based on the responses
collected from loyalty program members from two Indian cities and
across different industries, the researchers opine that in the Indian
context, the scale has to undergo changes. The original scale developed
and tested on French loyalty program members had sixteen items that
measure five perceived benefits namely, monetary savings, exploration,
entertainment, recognition and social.

The conclusion of this article indicates that the French are more
exposed to the loyalty program phenomenon than the Indians and
therefore, could be clearer about the various benefits a loyalty program
can provide and therefore, clearly segregate the benefits they want or
perceive to be provided by the loyalty program. In India, loyalty program
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The case study methodology was chosen for this preliminary study.
A prototype E-CRM system was designed and built for an academic
library in Taiwan. To measure its service quality, a questionnaire survey
was conducted. It was found that the respondents have the relatively
highest perception scores related to the library’s trying to improve its
service quality, and the relatively lowest perception scores for the
system’s capability of keeping a promise. In general, the respondents’
perception toward e-CRM service quality was either neutral or positive.

This study conducted a workable methodology for measuring E-
CRM service quality in a particular academic library, and information
about the service being evaluated was gathered. Two strengths of this
preliminary study are that a prototype E-CRM system was designed and
implemented in an academic library and that a measurement instrument
was devised.

Study (Pantouvakis & Lymperopoulos, 2008) Entitled “Customer
satisfaction and loyalty in the eyes of new and repeat customers”.

The purpose of this study is to attempt to explore the relative
importance of the physical and interactive elements of service on overall
satisfaction, particularly when these elements are moderated by the point
of view of repeat and new customers. Evidence is drawn from the
transport sector industry.

This study conducted the coastal shipping transportation in the
Greek-Italy, Baltic sea, and conducted 20 random customers to test
whether the respondents understood the term *“Physical facilities” |,
“Politeness” and “Capabilities” of the staff.

The conclusion of this study is to explore clear implications for
service quality and satisfaction measurements for service factories
managers, it can be considered as an approach that captures the nature of
satisfaction and loyalty.

Study (Adeniyi, 2009) Entitled “The impact of building customer
loyalty of sustaining continuous organization growth in the highly
competitive UK retail Market”
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This study comes up with a conclusion that the relationship
marketing strategy has positive effects on customer-perceived
relationship satisfaction and loyalty, and the results seem to indicate that
the case bank is pursuing a worthwhile strategy since the levels of
perceived customer relationship satisfaction and loyalty are relatively
high and the customers have perceived improvements in the banking
relationship since relationship marketing strategy was launched.

Study (Donio’ , Massari & Passiante, 2006) Entitled “Customer
satisfaction and loyalty in a digital environment: an empirical test.”

The purpose of this study is to explore the links between customer
loyalty attitude, customer loyalty behaviors (measured by customer
purchase behaviors) and profitability. The aim is to define a conceptual
framework to analyze the relationships between attitudes, behavior, and
profitability of the customers.

The study conducted an empirical study in the agri-food sector. The
point of departure for the case study was to match customer satisfaction
and customer loyalty attitude data (at the customer level) with purchase
behavior and profitability data (also at the customer level).

This study explores links between variables concerning the customer
satisfaction — the customer attitudinal loyalty — the customer behavioral
loyalty — the customer profitability chain, and it seems clear that
attitudinal variables such as customer satisfaction do not remain constant
over time.

Study (Wang, 2007), Entitled “Measuring e-CRM service quality in
the library context: a preliminary study”

The purpose of this study is to gain an understanding of the
efficiency of implementing an E-CRM system within the library context,
to develop theoretically and empirically an evaluation process for the E-
CRM system and survey its impact on service quality; a pilot scheme was
initiated in 2004. The pilot scheme was to design and implement an e-
CRM prototype system for a particular academic library in Taiwan and to
survey the system’s performances.
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processes and provide their products and services to a larger customer
base. (Keshvari, 2011, p.1).

Previous Studies

Study (Gustavsson & Lundgren, 2005) Entitled “Customer loyalty”.
This study focused on how companies strategically maintain their
customers’ loyalty and how the benefits generated from customer loyalty
can be described, The purpose of this study is to provide a deeper
understanding of how organizations maintain customer loyalty, while the
problem of research was of how hard to meet all customers’ needs at
once and how the organizations meet the most important needs to the
most important customers to gain competitive advantage.

This research conducted two different methods of research:
qualitative and quantitative research to analyze the collected data. The
sample was a Swedish retailer company in Lulea. The researcher
conducted the interview with the company’s head of department store.

The study conclusions were: First, the good relationships formed
between the loyal customers and the companies generate feeling of trust
and security for the loyal customer towards the company, and how the
companies used the loyalty programs to sustain their relationships with
the customers. Second, the most important factor concerning the creation
of customer satisfaction is the companies personal services towards
customers and companies have to achieve customer satisfaction in order
to prevent the customers from switching brands.

Study (Leverin & Liljander, 2006) Entitled “Does relationship
marketing improve customer relationship satisfaction and loyalty?”

The purpose of this study is to investigate the relationship market
strategy of a retail bank and examine customer relationships were
strengthened through perceived improvement in the banking relationship
and consequent loyalty towards the bank.

This study was conducted as a case study of one specific branch of a
bank group in Finland, and was conducted on a random sample of 947
customers of the bank.
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Information Quality:

Measuring of the value which the information provides to the user of
that information in the company, and this information should be
accessible, representational and intrinsic. (Chaffey, 2009, p.48)

Customer Service Quality: Customer service is a series of activities
designed to enhance the level of customer satisfaction —that is, the feeling
that a product or service has met the customer expectations and
perceptions, and the quality is to measure if the performance of the
customer service matches the organizations standards and conditions.
(Chaffey, 2009, p.368)

Personalization: The personalization defined as targeting the
marketing message to specific individuals by adjusting the message to a
person’s name, interests and past purchase. (Chaffey, 2009, p.473)

Fulfillment: The order fulfillment process is concerned with
delivering the right product at the right time and responding to consumer
inquiries. That means Information displayed on the website reflect real
service quality that the company provide and reflect the real condition of
company’s services. (Ab Hamid, Cheng & Akhir, 2011, p.3)

Customer Loyalty: (Leverin & Liljander, 2006) defined Customer
loyalty that is a deeply commitment to re-buy or re-patronize a preferred
product or service consistently in the future, thereby causing repetitive
same-brand or same brand-set purchasing, despite situational influences
and marketing efforts having the potential to cause switching behavior,
and customer loyalty also defined as the degree to which a customer
exhibits repeat purchasing behavior from a service provider, possesses a
positive attitudinal disposition toward the provider, and considers using
only this provider when a need for this service exists. (Kheng, Mahamad,
Ramayah &Mosahab, 2010, p.58)

Business to Business (B2B) Business to business migrate the
traditional business model towards the emerging digital marketplace.
Relationship marketing as a concept is widely embraced by industrial
marketers, today it’s time for relationships, particularly in business
markets. Business to business and the move to electronic transactions is
allowing corporate to gain efficiencies, reduce costs, streamline business
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Significance of the Research:

Today's online customer has complex needs and expectations more
than ever before. Customers want more services through multiple
channels, so with the wide spread use of the Internet and web
technologies; it provided businesses better opportunities to benefit from
these technologies in order to provide more advanced online services for
customers. That is why companies seek to meet customers’ demand by
implementing web technology features within Electronic Customer
Relationship Management (E-CRM).

This study is motivated by the significant role that
telecommunication is playing in the market value of any organization and
by investigating the relationship between E-CRM and customer loyalty,
and it takes “Zain” company in Jordan as a case example to assess the
impact of E-CRM on customer loyalty, and how the E-CRM benefits,
features, and facilities will affect the behavioral and attitudinal loyalty.

Literature Review :

E-CRM: The E-CRM (electronic customer relationship management)
concept is derived from e-commerce Electronic CRM concerns all
forms of managing relationships with customers making use of
information technology (IT). (Romano and Fjermestad, 2006,
p.23)

E-CRM is enterprises using IT to integrate internal organization
resources and external marketing strategies to understand and
fulfill their customer’s needs, (Romano & Fjermestad, 2006, p.23)
and E-CRM is applying internet applications to CRM can support
a common, customer-oriented strategy, and contended
sophisticated database technologies such as data warehousing and
data mining help to attain the functionality and effectiveness of
CRM, (Wang, 2007, p.897).

Also E-CRM defined as an approach that uses technologies such as (web
sites, email, data capture, data warehousing and data mining) to
maximize sales to existing customers and encourage continued

usage of online services, (Harb &Abu-Shannab, 2009, p.1)
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Research Model

The independent variable The dependent variable
E-CRM:
* Information Quality Customer Loyalty:
* Customer Service Quality Behavioral
* Personalization Level Attitudinal
&Fulfillment.

*The dimensions of E-CRM have been adopted from (Ab Hamid, Cheng
and Akhir, 2011)

*The dimensions of customer loyalty have been adopted from
(Gustavsson & Lundgren, 2005), (Adeniyi, 2009), (Khaligh,
Miremadi & Aminilari, 2012).

Research Objectives

Understanding E-CRM and its importance will help companies in
their operations; and improve the relationship and satisfaction of their
customers. E-CRM can help companies move from customer acquisition
to customer retention and then to customer extension.

The objectives of this study are:
> Clarify the impact of E-CRM in customer loyalty reinforcement.

> Investigating the impact of electronic customer relationship
management according to the following dimensions (information
quality, customer service quality, personalization level and
fulfillment) on customer loyalty (behavioral loyalty and
attitudinal loyalty) in B2B in Zain Company in Jordan.
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Research Hypothesis:

Hos:

There is no significant effect of the E-CRM according to
(Information quality, customer service quality, personalization
level and fulfillments) on customer loyalty according to
(behavioral loyalty and attitudinal loyalty) in Zain Company at
level (o <0.05).

From this hypothesis a number of sub-hypotheses have been

emerged:

Ho1-1:

Ho1-2:

Ho1-3:

Ho1-4:

Ho15:

Ho16:

Ho1-7:

Ho1s:

There is no significant effect of the information quality on
behavioral loyalty in Zain Company at level (a < 0.05).

There is no significant effect of the information quality on
attitudinal loyalty in Zain Company at level (a < 0.05).

There is no significant effect of the customer service quality on
behavioral loyalty in Zain Company at level (a < 0.05).

There is no significant effect of the customer service quality on
attitudinal loyalty in Zain Company at level (a < 0.05).

There is no significant effect of the personalization level on
behavioral loyalty in Zain Company at level (a < 0.05).

There is no significant effect of the personalization level on
attitudinal loyalty in Zain Company at level (a < 0.05).

There is no significant effect of the fulfillment on behavioral
loyalty in Zain Company at level (o < 0.05).

There is no significant effect of the fulfillment on attitudinal
loyalty in Zain Company at level (o < 0.05).
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can help companies decrease costs and streamline business processes.
(Keshvari, 2011, p.34)

The term electronic customer relationship management (E-CRM)
uses technologies such as (web sites, email, data capture, data
warehousing and data mining) to maximize sales to existing customers
and encourage continued usage of online services, that’s to enhance the
relationship with customers in long term value.

Understanding the importance of E-CRM will help companies in
their operations; improve the relationship and satisfaction of their
customers; and increase their market share. E-CRM can help companies
decrease costs, streamline business processes and move from customer
acquisition to customer retention and loyalty. (Harb & Abu-Shannab,
2009, p.2).

This study uses Zain company in Jordan as its main focus to
investigate the impact of E-CRM according to the following dimensions
(information quality, customer service quality, personalization level and
fulfillment) on customer loyalty according to the following dimensions
(behavioral loyalty and attitudinal loyalty).

Research Problem:

Through interviews conducted with a number of managers and heads
of departments and staff in the telecom Zain Jordan Company shows the
company confirms the real thrust toward building relationships with their
customers using the latest means of electronic communication, this has
prompted researchers to the case study on building relations system with
customers in the telecommunications company Zain in order to know
how to use the system and how it contributes to the state building loyalty
among B2B customers that company to ensure the continuation of the
relationship.

The Awareness of the Jordanian organizations has been increased of
using new technologies and internet, but they are still not aware enough
about the E-CRM and how to use this technology in the right way. The
study main question is: “What is the impact of E-CRM on customer
loyalty in B2B in Zain Company in Jordan?”
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Introduction:

Customers are the main driver for organization’s success and
survival. As such organizations seek to meet customers’ demands and
expectations to gain profit and competitive advantage. In the past,
organizations used traditional ways to “interact” with their customers by
using direct mail, sponsorship, public relations, press releases,
exhibitions, merchandizing, word-of-mouth and personal selling.

However, nowadays many organizations are moving towards web-
based customer services to reduce costs and provide effective, efficient,
and real time services, to enhance customer satisfaction, loyalty and
retention.

The emergence of the internet and the widespread use of the web
technology provide an opportunity for business to deploy technology
features for electronic Customer Relationship Management (E-CRM). E-
CRM is a new concept of CRM concerned with creation, development
and enhancement of individualized customer relationship to maximize
the total customer life-time value. (Romano and Fjermestad, 2006, p.23)

The new technologies have played an important role in people’s life
and have highly changed the lifestyle. Nowadays, Mobile phone is the
phenomenon which has overcome the people’s life. In particular, mobile
phone service industry is gaining popularity and importance all around
the world and as mobile usage is growing rapidly, telecommunication
companies are developing new strategies to gain competitive advantage
and attract potential customers.

An increase in extension of mobile internet technology has provided
an opportunity for mobile service users, internet browsing, email,
broadcasting services, etc.. , since mobile phones usage now is not
limited only for voice communication but also extended to the internet,
and customers recently have more awareness, knowledge, choices and
value that new technology has brought to customers’ all the time.

There are several reasons that support the importance of adopting E-
CRM practices in the mobile telecommunication sector. The fierce
competition, new technologies and market changes forced companies to
reposition themselves in order to survive. Many companies realized the
value of retaining customers and benefits of customer loyalty. E-CRM

11



Investigating the Impact of E-CRM on Customer Loyalty: A Case of B2B ...
Mohammad Saleem Al-Shoura, Rula Abdel-Qader Rabbai, Emad Ali- Kasasbeh

5 Ag Ay ol e 5yl
O (A 05 A il e Ade oY A Al ol Y

554 ailu daxa
Talusl) e sles
g.ﬁh.) Jdm\-\,\ﬁ YJJ

uaila

leihriar dig pSY1 i) e sy i o Capl)l ) duhall sl chdos
Ay Gl oYy e (s panadill goiwe (Dleall ded 335a cilasladl 3243
a3 Auball o3a (e Ciagl) a3l (AN (B O ASHE ) e Aue LY rAlls
pa)LEa) o5 cddliday dage Cralia Glidy (pall AN (L) (e (500) e e Al
(19) slegisd @ ccbball o gDV an ¢ b Alaasll ISA 3l (e Lilsdic
o Al Ao oS5 Gl Wy L Slany) diladl) ()Y gDl ade cas Al
) Auhall Creadiuly ddejedl GllaW) (e (796.2) dwdy Alaul (481)
e AU alls saxtie Afliaa) culluly (DYl Glawgall) ddasll dilasy)
Lilas) AVa 0 i Al o ) Ayl cleag dy Lglioad lials dual) A

(O (B 0 ASHd A G Y5 e Lehastiag A S G e 3))0Y
cedanll ard (lashaall Basa ¢ L3 oY g AN AN e 3))y) Al elalsl)

- diilly papadill (g5

10



Mu'tah Lil-Buhuth wad-Dirasat, Humanities and Social Sciences Series, Vol. 32, No.4, 2017

Investigating the Impact of E-CRM on Customer Loyalty: A Case of
B2B (Business to Business Zain’s Customers)
in Zain Company in Jordan

Mohammad Saleem Al-Shoura”
Emad Ali Al-Kasasbeh
Rula Abdel - Qader Rabbai

Abstract

The purpose of the study is to investigate the impact of E-CRM on
Customer Loyalty in “Zain” Company in Jordan, where the study is
focused on exploring the impact of E-CRM according to (Information
Quality, Customer Service Quality, Personalization level and Fulfillment)
on Customer Loyalty according to (Attitudinal and Behavioral Loyalty)
as a case study of B2B in “Zain” Company in Jordan, To achieve the goal
of this study, a questionnaire was developed and distributed to (500) of
Business Customers employees in different job positions, who were
selected randomly from a list of companies registered at Zain. Having
reviewed the data, (19) questionnaires were excluded due to their
invalidity for statistical analysis purposes. Accordingly, the study sample
consisted of (481) questionnaires representing (96.2%) of the original
study sample. Descriptive statistical methods (means and deviations) and
multiple methods were used to answer the questions of the study and test
the hypothesis.

The study revealed that ' There is significant effect of the E-CRM
according to (Information quality, customer service quality,
personalization level and fulfillments) on customer loyalty according to
(behavioral loyalty and attitudinal loyalty), in Zain Company.

Keywords: E-CRM, Customer loyalty, Information Quality, Customer
Service Quality, Personalization, Fulfillment.
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