sk Ol yebld S ¥ | g it dnaly

Jhas ¥ S
Jhaa¥ 13,03 uad
Jalall adbigag SLBNAIL Gutguildl

dalideld s Mead! s g ole

||6L;G lie’h\ﬁ éﬁ R‘I.:’Q)y‘ %m‘ &Jhﬂn ‘M "’Qu"m ‘,hz““l."l " zﬂbﬁn

()

Bld aladdlad

89S B i
M‘;l’ﬁj

B 8 353 s Jpuant | Ot Y LeSiul Al ok arkd
Jhes 1 3)f3)

Lt oyl S g’ (| dsoley
Jhes1 Aus

p 2009 / siliy 2 1430 / yiua


mailto:@�
mailto:b@�

L 4 &

(b Gt

o) O yub S 31 8 ot | Dol y09u8] | Sag) Al oL3a] AuaBgd L]
Oloom Wy Aol palihaldd 1 g QLAY g O buswd | g1 umolont | LIS (ol lasy (10 s oot g 3

bl e Auealal! Gilulydd g

oL g Agd 2 u
s fadgeld

22009 / 1/ 28 st



AL A 5
g guks 9 L o1 DA B g
daliielt s Maal! %9 oo Jolallf aBigag OLBYall) Bagult poi

"les Aise b A5 Dyl iyl 5 34es (4 Bk s Aiaalald dald”

2009 /1/28 sl &puals

achelt! ALY Aied glins]
u,.m, I.u.g) kel 509 3 )eS Al
I et o1 Eud ygSt
fgas 39| aa yguiS ol
L > Igias ! palad 42 g8




iy y5

3 p=2ly ale 5T 4 0o JS I dusadl Sl paisT cAulall eds 5l J) Al Gy of an
I el oLy 8,581 Dl 1 o B,adls Tagly < Lislogla J) BLSYIs Lessity Ledpuns
Uias Jlas¥ 1S ) Sty paisly cdulyall oda olas] 358 b LpaSlady Lslolayly 5093
Al JolS Sl 3Ly goanidl damo (SAI Sy 455 polillas HSul 3Bl Laaeny
By iy ¥ il Sl el algua gty anle 5,158 0LS SAI oa I ) jgaSallg
by e J ) sgd LS s § Aty agadl 1a 5ol § bl SV sl
flans LS alas Ssy 3LasY o 1,55 0 I3l couls fy iy Yy 45,055 daley Vs 02423
st ol oy i 3oaly colapall Jar el s ok B e 1,55 (olo3ll 5T 1S3
sbly Ldleg o 3 slidl Joby sl3al

Sy ygiSadl Tlbl 95 apes (SIIL Gadly Aaeladb eyl Digs slas] SsT LS
clygadl jony HeSadl 3uYly csamy Cgi e (eiSadl QY LS sy (Sagas|
Liad slasl Solall ST 23Sy ¢ pgslolsyly penilaty S9995 el (bl Logs 83kl
oo 5 S8l Cpan s Ly Lol B slisl Jansy oda o, £sBliay pbiis 2830
Sl gl s 5las) G asle

Badgilly gl il dhoy colyall pun alaly alall o2 i of JLT AUy
b\ gy db 3\ Ol Llges S-g

Wl
LU sl Ag



mailto:Y@7
mailto:Y@76
mailto:K6@&
mailto:Y@6

qEYY §

Gl gy (0 o ped Lo pLS s duabiantly Al o1 S
danaa L Ay da i 53 G100 paal! 4 Jldo o Sidagd
A0l s AiSulg Alt deo y S
295G ¥ g 5130 Sy 39 Sy laad ol g Laatg yliontf g
Bloond 0l B (o3 A3 5
Lo g Lo Lgaks altf p1a] Duusand| o
Al dazy G319 dad G0l . ... Gk g plie B 9B 0
2 S B oaz g Hidas g
el 3l
B I ... s 3
r PO T DO B 1.

Pl
a1y G951 )

i Baed Sadl e @

L Al AU




Olagiat | AaiLh

Axdiall ¢ guagd |
o oaledd
z AL At 51D
3 sy 15
2 ETY {
9 Olagiad| 2aith
z Johiad| deild
$ JISEN AL
;' Ay pal ALY ol
p A3 34lnd N1 dAIL) atll
1 Aulydld platf yLla¥1 s Jo¥f Juadd!
2 deddlisl 1
4 Lilialg Aulydd) S0 2 1
5 Ayl Ol yd 3 1
7 Awipdd) dedisd 1
8 PPN TRVS PL I |
8 dulyddl agd> 26 1
9 byl Ofama s T 1
10 Ayl gigel:8 1
1 A pe ¥ Sy yattf 19 1
13 gl ity g 5y Lo 2 LN el
14 deddti:l 2
15 OLBYaIL) Goguullf pagie 12 2
23 ORI agald| OlgSag sbagl 13 2
33 Jolaltipdiga:4 2




Olgiat | Ak

pES IR goiagd!
a1 s¥edie5 2
49 Aeia ¥ dy satt Aiskiadf Ouslyddf 16 2
49 At yal! Gty
58 i Oy
65 $3 o3 JoLatf abfgag OLRNAILY Fopaidf (s DYl 2T 2
67 Akt Syl 30 Aadlant| duafykd) uag Lo 18 2
68 Ay Dgangio s EULE Juadt
69 dedti:l 3
69 A Ayl eaad 2 3
69 Ol ole Jpuant otian s3 3
71 getias g dmtslyddf palene 14 3
72 it 3130 pagla Joipe:5 3
76 Dl Agiliar ¥ wutlui:6 3
77 Cilasd yt yLi g St s AL + |y Jua
78 dddli:1 4
34 Ayt Al 5o ala¥1:l 4
101 Ayt Ol o bz 121 4
123 Cilaso g Ol LY 3 swolskt uah|
124 dddlisl 5
124 Olollilu¥tf 2 5
126 Olyasitf:3 5
129 sl
130 yPIRRIPPIRIEY
134 y PRSPPIV
139 o




Jglubant | deitcd

Axdall foagd @
75 (Lt £ L oS) ALciul) slas¥ S I GLuS¥I OLS Jolae ]
80 Gy A 31 y2Y Adf pl g T D il | g 2
82 da ool @y gl gl | 3
33 dan (ebolaly S G pualf gom s Mleatf Jolal aB19a9 OLBNAtLY Gguucit! DligSag slasi 4
34 AN Ayl | Sl poud W fg Atbard | Sldaisglll 3
86 fadlg bt Auylual | LB pond ¥ g dulunt | Gllawgl| 6
88 5 et 20 S LA huylosal| Cil 0 ¥ g bt | Oldawgll) 7
90 L pbt Gyl D1y W fg delsand | Gldawugell | 8
91 s yad| 43 pdled GLBYAt Bagualld platf lawgll) 9
92 A A ylal | LDy ¥ g duluant | Sllawgtt 10
95 s bala ¥ ) Oolaillt A ylual | SILD p2ud W fg Adlunt | Oldawigld) 11
97 Aol Aolaeld dylal | OB poud ¥ fg tbuasnd | Gldawgeldf 12
98 hus pal! A0 piled Jolallf aB1gud pladf bawgll! 13
99 ¢ Wbt Ag)luaal| LBy W19 dbuaad | Oldawglt) 14
102 B paelt ¢ aalf s ¥g ode pl LY I sl 15
103 B piael! ¢ Sheat! 60 g ohe ladlgplt i ity 16
104 okl 5 head s ¥ g s hradl aa Jo L 31 Hlgis @ity 17
106 @ piaald s Meall s¥g ol L W 1 jbsis i iy 18
107 B el 5 el 59 (oA s pl | A5 pdled SILBYAIL) Guguall sl V@it 19
108 @ paalt ¢ dlead! s ¥ g ohe WAl B LS i@kl 20
109 @ paalt ¢ dlead| 54 g oo dus Loz ¥ | Sl 5 Hleis iy 21
11 Q@ pael! s dead! 5% g oo halakt | Aokl o1 Hluls | @ity 22




Jglubant | deitcd

Axdall foagd @
112 @ yuaald 5 aad 53 g ol Dyt A1 ey Jolalll pllgasbiis @il 23
113l i a2y ¥1 e Lol Byl s e 539 b 3| W0t (T) ol @iy 24
s i g3 ALl il ¢ Shas 5 gt Gt ylal LN 22 ¥ 19 Aedbuat | O gL 25
oudal | Soud | pdla

e | e Y Tl dylallsdlas s ¥ i Byl A ALY LAY S LS
ol i i

17 e WYY (PENE (TN PN {PLTPVpy S o W WP (T TRER) (PY P IS R L2 { 27
ol dagla i

g | S A ALl dyliallsShe ¥ i Bl AV ALY UL QD O
Joall dapida e

119 > )y ¥ | Aty | 8 gl | 5 s 6% g Gty S0 9 9 ot i | i gl 29
& ol | S5 | ke

g0 | S A1 ALl dyliallsShc ¥ i Bl WV AN QLA U LD
& i | 5 e




JISEN il

Axdall foagd @,
10 wwyddizigel 1
36 @ pael! Ad Il Bypualf (9953 5,050 Jalgatt 2
43 s ¥l aggal WSt Auwlu W1 SLBYAY 3
45 s¥odiplgdi 4




daliielt s haat! g ole JoLaZl! adigag SLBNAIL) Gagut! 2]

" Olas Wiace B Ay ¥ Ayttt ylial! s Mes (0 A ol Agdaadad Auslyd”

b |

ol aladsalan

BypiSdf il o

esalll Ellio ol

Ayl A it

I 0 ey Bl Wiy oManll S 3 g Lublis Ll ol gl 3
5 s B Glall Jaws s Gaisdly Gpall me Sleall SNl sly el
sy Oyl o Yl Uysh Dol 485 B sU) BMIL Gogut)] Lians] i)

Slardl Jolas 2l BNl Gaguid| Tzl yins] (o D paill Dl 030 U
Gagmsddl oo JSI 5T 093y 0o Syl J1 Al pall cwdan s L L0, Byl Glall G
Sooe Gaslly 4 P G o Gpall me Jolall Slaall sdlyay @B
S e sSlaall Dbl 2 gapall el il

Loyl Tplas Bylas D po abolaill Sandl (s Lipe Jo Lulyl b 35
5 cdwss (800) Ll pan iy 3] Gpedl 3 pete S Ao e ol woa> du,
Jl Ayl lppite candsd 8y (8,8 (40) wiadby cdelyall Blol Blawl pladisl

o byl elalisnwYl ge iegame J| iwl )l cilogy  idlasY culol o Lo gams



mailto:@�
mailto:b@�
mailto:@r

Yl Jole Lgd iy ¢ olMAL Gaged! Dl il G Lyl Lpe 3Ll
balglly Loyl o3 Jelisll Jale Lraal 3 by ¢ Jo I 45l

cSpall § T ga Spall ms Jolaitld oSlanll wdlgal Laal JSYI bl o s
Ayl 5L sl LS Eolal Aalally Ll Yl bl o JS Luea¥l 3 s
¢ LA daglg a1 o BMAL Gygeiid] UgSog alagd Lilan] Ao 3 5T asag
AE) alse pperny Joalaill @l Lilars JIs 5T gy cosledl oYy s (Ll
Jeslgald 5T a9y Aulyall yebs oy odlaall ¥y Lo (Aualikt) Alotally < ool ¥ oty
.goglal” S g | s L r.gjﬁj oy e codlaal] L9158 5000l

Jiow g1 oY1 iy G jlall plaial 85950 Wy pl whiog JI iul il cualsy
Bl a1 BRI sy 33505 135y ¢ pmall odanll oYy 3505 3 1,8 S Jalal
Dyl g Jalsil J) sShanll sbs 3 1531 555315 oY)

Seseill Lmaslyi] iy = 555 Vgll oly e 3 - Relll gl 5
Oall ol o] 3 came Jolailly O ypadl SLaaN sDlaall céb.:.; rLo."udlj ¢ BAIL

oy sdleadl Yy sl olasl SUI 3 (I jade JSEuy anly ob oDl



mailto:f@7

ABSTRACT

Impact of Relationship Marketing and Patronage
Motivations on Clients’ loyalty towards the

Organization

AN APPLIED STUDY ON A SAMPLE OF JORDANIAN
COMMERCIAL BANKS' CLIENTS IN AMMAN

Prepared by:
Nahla Nihad Al-Nazer

Supervised hy:
Dr. Wafa Saleh AL-Tamimi

Today Banks are facing a very competitive situation in getting clients and
maintaining them through ways of huilding programs concerning clients loyalty with
banks.

To achieve this, banks should adopt a strategy of relationship marketing to
build an interactive and long term relation between banks and their clients.

To know the extent of adopting such strategy by Jordanian Commercial Banks,
this research aimed to study the impact of both relationship marketing and clients’
motivation to deal with banks in terms of loyalty to the bank.

This study considers a sample of clients who deals with seven main banks.
These hanks were determined on the hase of their share in the market. Primary
interview were conducted, as well as questionnaire was designed to collect the
necessary data from 400 clients. The study showed that all banks in our sample
adopted the strategy of relationship marketing (Commitment; Bonding; Interaction;
Satisfaction). The study also confirmed that the clients' trust in banks was the main

factor for client's loyalty.




The results of statistical analysis declared that there is an impact of all factors
and marketing components on clients’ loyalty. The study also showed that there is no
impact of demographic factors on the degree of client's loyalty except the factor of
education level.

In the light of the results of the study, the study was able to offer a number of
recommendations shown in the following:

It is necessary for banks to concentrate on hvuilding Trust with their clients.
Banks should be interested in adopting both relationship marketing and client's
motivation strategies.
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