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Relationships Marketing and its Effect on Customers Loyalty of

Telecommunication Companies in Jordan

Prepared by
Nadia Naif Shawagfeh
Supervised by

Pro. Dr. Sulieman |. Al-Hawary

ABSTRACT

Customer loyalty is important for companies to ensure long-
term relationships, and it considered as one of the main goals they
seek. The aim of this study is to investigate the impact of
relationship marketing dimensions (trust, communication,
commitment, competence, cooperation) on customer loyalty in
telecommunications companies in Jordan. Data were collected
randomly from (511) from telecommunications customers in Jordan
using a questionnaire designed specifically to serve the purposes
and trends of the study. The data were analyzed using the SPSS
program. The most important results were there is a statistical
impact of relationship marketing dimensions (competence,
commitment and cooperation) on the customers loyalty Represented
by (attitudinal loyalty and behavioral loyalty) in telecommunications
companies in Jordan. The study recommends - Improve and pay

attention to the dimension of communication as one of the
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dimensions of relationship marketing, through the
implementation of communications companies public relations
programs to communicate with customers and the use of
communication tools developed and fast, and reduce the procedures
and steps to the process of customer communication, making the

process smooth and fast.

Keywords: Relationship Marketing, Loyalty, Customer,

Telecommunication Companies, Jordan.
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