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Abstract

Yassin, Mahmoud Youssef, The Reality Of Practicing Marketing By
Relations And Its Impact On Building Customers' Loyalty (A Field
Study From The Viewpoint Of Customers Of Commercial Banks
Operating In The City Of Irbid), supervised by : Dr. Yahya Melhem,
(2010).

This study aimed to uncover the role played by the concept of
marketing by relations in building loyalty in the clients and customers of
this research; the study also aimed to reveal the efforts made by business
organizations to pursue the concept of marketing by relations, attempt to
apply it in the Jordanian institutions and companies and study and
interpret the nature of the relationship. Furthermore, the study seeks to
stand on the most important Arab and foreign studies which dealt with the
topics of marketing by relations and identify them as a basic introduction
of this study.

This study has relied on the questionnaire as a main tool for data
collection that 300 questionnaires were distributed to the sample of the
study, and 293 valid questionnaires were retrieved for the statistical
analysis. after processing the data, the results indicated that the most
evident element of practicing marketing activities by relations was the
element of "empathy” with a high assessment degree, followed by the
element of "confidence” with a high assessment degree which was
followed by "commitment” with a medium assessment degree; the lowest
arithmetic mean for the field of "communication" was a medium
assessment degree. The results showed that there is a medium degree in
practicing marketing activities by relations in the commercial banking

institutions "banks" operating in the city of Irbid. The results also showed
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that there is an effect of the compongnis 0f marketing Dy relations on the
customers' loyalty and that communication affects customers' loyalty in

the first place, followed by the element of empathy, commitment, with a
weak degree of influence, and finally the element of confidence. As for
the results relating to the demographic variables, the results showed no
impact of the variables of the nature of the client's work, sex and age on
the areas of the concept of marketing by relations (communication,
commitment, empathy, practicing marketing activities by relations). The
results also showed no impact of the variable of the nature of the client's
work on the areas of the concept of marketing by relations
(communication, commitment, empathy, practicing marketing activities

by relations).

Furthermore, the results showed an impact of the variable of age on
the concept of marketing by relations (confidence) , the variable of the
level of education on the areas of the concept of marketing by relations
(communication, - commitment, confidence, empathy, practicing
marketing activities by relations), and the variable of the monthly income
on the field of the concept of marketing by relations (Communication)
(commitment), (confidence) but no on (empathy ). The results also
showed that there is an impact of the variable of the years of dealing with
the bank on the field of the concept of marketing by relations
(communication, confidence, empathy and commitment), and an impact
of the variable of monthly income on the customers' loyalty but no impact
for the variables of sex, age and educational level on the customers’
loyalty.

Key words:
Practicing Marketing Activities By Relations , Loyalty, Commercial
Bank Clients.
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