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The Extent of Using Social CRM Tools and its Effect to
Acquire and Retain Customers: An Empirical Study in Five-

star Hotels in Jordan
Done by

Mohammed Hussein Al-Anesi
Supervised by

Dr. Hanadi Salamah

Abstract

The study aimed to identify the extent to which use management tools and social
customer relationship and its impact on acquiring and retaining customers and consists of
these tools: (monitoring, mapping, middleware, management, measurement), while the
customer relationship management consisted of: (acquiring customers, retaining
customers). The study population consisted of all directors and heads of departments in
the field of administration and customer service in the five-star hotels in Amman.The
researcher choose soft sample of the five-star hotels that have agreed to distribute
questionnaires to directors Hence the researcher distributed (103) questionnaire on (13)
in Amman area, and after reviewing the questionnaires should be excluded some shows
because of the lack of validity of the analysis, and therefore, the study was limited to (
92) questionnaire represented a rate (89.3%), the researcher used a number of statistical
methods, including style Cronbach's alpha coefficient sprains. After a process of analysis
of the study data and hypotheses, the study reached a number of results, most notably that
the following independent variables (monitoring, mapping, middleware, administration,
measurement) have an impact statistically significant in acquiring and retaining
customers, and that the more tools used by the five hotels star in acquiring and retaining
customers was the middleware tool, while the use of maps tool was less the tools which

used in five-star hotels in Amman in order to acquire new customers and retain, the
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results showed in general that all tools used in SCRM in this study have a role to acquire

and retain customers , But a medium degree.

Keywords: Social Customer Relationship Management Tools, Acquiring Customers,

Retaining Customers, Five-star Hotels in Jordan.
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