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Abstract:

This study tented to know the effect of managing the relation with
the client on the marketing performance in the service institution,
that is through the three dimensions realised in the client’s
satisfaction and loyalty and keeping him ,to achieve the goals this
study ,a questionnaire from has been made based on the previous
studies which tackled the same topic, then they were distributed
depending on a specific category (suitable) of 50 people from the
clients of Mobilis communication institution, Medea.

This study relied on the analytical descriptive approach which
includes using the field style in gathering data by questioning and
analysing it statistically by the statistical pack soft of social
sciences spssvi6.

The study results pointed out tge existence of a morally
significant effect to manage the relation with the client on each of
« satisfaction, loyalty and keeping ».As a result, the dimension
are considered to be strong indicator of the marketing
performance, we have also got to the non-existence of morally
significant differences of managing the relation with the client
effect on each of « satisfaction, loyalty and keeping » is attributed
to the personal changes of sex, age category, social condition and
educational qualification, at the end, this study recommended
putting the adequate importance from the institution under studies
of managing the relation with the client programs which has an
effective role in its survival and continuity besides its focus on
developing its relations with the clients through making
renewable marketing strategies aiming to development of the
relation between the two sides.

Key words : managing the client’s relation, client’s satisfaction,
loyalty and keeping, Marketing performance.
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Reliability

Scale: ALL VARIABLES

Case Processing Summary

>

SPSS auiys it (2-2) o3y sl

N

%

Cases

Valid

Excluded®

Total

50

50

100,0

100,0

a. Listwise deletion based on all variables in the procedure.

Reliability Statistics

Cronbach's Alpha N of Items
,825 26
Frequencies
Statistics
N Valid 50
Missing 0
Frequency Percent Valid Percent Cumulative Percent
Valid 8 27 54,0 54,0 54,0
<l 23 46,0 46,0 100,0
Total 50 100,0 100,0
Statistics
aadl
N Valid 50
Missing 0
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spxd)

>

Frequency Percent Valid Percent Cumulative Percent
Valid il (e 25 A 22 44,0 44,0 44,0
2 26 540 4w 24 48,0 48,0 92,0
47 du sl 4 8,0 8,0 100,0
Total 50 100,0 100,0
Statistics
AgeLaiay) Aad)
N Valid 50
Missing 0
Ao lday) Al
Frequency Percent Valid Percent Cumulative Percent
Valid el 27 54,0 54,0 54,0
z s Falb 21 42,0 42,0 96,0
sl 2 4,0 4,0 100,0
Total 50 100,0 100,0
Statistics
el Ja sl
N Valid 50
Missing 0
aslaall Ja sal)
Frequency Percent Valid Percent Cumulative Percent
Valid sl ol 6 12,0 12,0 12,0
EEVEN 32 64,0 64,0 76,0
e 12 24,0 24,0 100,0
Total 50 100,0 100,0

114



Descriptives

>

Descriptive Statistics

Minimum Maximum Sum Mean Std. Deviation
s 2l aSae b go | silh g Ci sy 50 1,00 5,00 188,00 3,7600(,77090
)50 5l Aaadd 4y ) il Alatu YU Gaslis sa 0 55 50 2,00 5,00 173,00 3,4600(,97332
bac 5 288 LI ae Gl se 1sil se Jalay
N 50 1,00 5,00 176,00 3,5200|,83885

5
e L ¢l 30 i) 4adl) (et 4 yre s2e

50 3,00 5,00 201,00 4,0200],74203
fio o pedlals A4l B
L ) S 3 1 sgae J35 Gl g ol et 50 1,00 5,00 128,00 2,5600 1,16339
sl 50 Lol ) laadll e Lia Ly (s 50 2,00 5,00 187,00 3,7400|,85261
o sato aaa IS e Gl Gl e ol

50 2,00 5,00 205,00 4,1000],78895
dasiall cilesdl)
L saadl e AIA o s e ails 50 g 50 2,00 5,00 191,00 3,8200],69076
L3l 2ans 4 )l Aeadl) edie (ge Jl 2o 58 50 2,00 5,00 197,00 3,9400(,61974
Filio Gl sa dae cld gl 50 3,00 5,00 213,00 4,2600],52722
Ll 50 3,00 4,90 185,90 3,7180(,35896
Valid N (listwise) 50

Descriptive Statistics
Minimum Maximum Sum Mean Std. Deviation

ol )l AlaiY) 5 oSilala Al A sall g3 50 1,00 5,00 158,00 3,1600(,91160
s clasatl) Jlas s aailly Gusls g oS jals 50 2,00 5,00 179,00 3,5800|,75835
s n o cllalas ie litelayl s GG mis 50 2,00 5,00 174,00 3,4800(,86284
oxii s (5 Aalias (8 caal Gl 5o lead 50 2,00 5,00 176,00 3,5200(,86284
L0 el e il g (im0 (oL 50 2,00 5,00 173,00 3,4600(,93044
[eilors i A ina Jland o Gl sa 85

50 1,00 5,00 179,00 3,5800,85928
dasiall
e JS (558 (3l A Gl 5o uia 50 1,00 5,00 143,00 2,8600(,98995
LY B Ly (53 (03l Gl s gl 50 2,00 6,00 180,00 3,6000 1,14286
PV 50 2,38 4,38 170,25 3,4050(,51543
Valid N (listwise) 50
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Descriptive Statistics

N Minimum Maximum Sum Mean Std. Deviation

e Bl anasen ST Qual sa 1sila se Jay

50 2,00 5,00 168,00 3,3600(,80204
il e agiidle
foass e bl s e Gl ge Jans

50 1,00 5,00 151,00 3,0200(,93656
D) oainls agilalial
b Lliia )y 4da 8 aelud 05 3 ol sl 43 yra 50 3,00 5,00 201,00 4,0200|,79514
o5V e A8 ABle ey o (Gl g0 el 50 2,00 5,00 169,00 3,3800(,92339
| asd IS elilllay Gl ga algS 50 1,00 3,00 97,00 1,94001,58589
bed 525 Gainl G 51 Adlia) 38 g Gl se il

) 50 1,00 5,00 169,00 3,3800 1,22708

EBS A
il ) anl s (A dSLiall da e Gl s s

50 1,00 5,00 155,00 3,1000(,99488
A o
s Coen 138 5 Ll 31 Al Bt Gl ge A8

50 1,00 5,00 150,00 3,0000 1,34012
lore agidlalas
[ Lliiay) 50 2,25 4,00 157,50 3,1500|,47982
Valid N (listwise) 50
T-Test

One-Sample Statistics
N Mean Std. Deviation Std. Error Mean
Ll 50 3,7180(,35896 ,05076
One-Sample Test
Test Value = 3
95% Confidence Interval of the Difference
t df Sig. (2-tailed) Mean Difference Lower Upper

Ll 14,144 491,000 ,71800 ,6160 ,8200
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One-Sample Statistics
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N Mean Std. Deviation Std. Error Mean

&Yl 50 3,4050(,51543 ,07289
One-Sample Test
Test Value = 3
95% Confidence Interval of the Difference

t df Sig. (2-tailed) Mean Difference Lower Upper

el 5,556 49|,000 ,40500 ,2585 ,5515
One-Sample Statistics

N Mean Std. Deviation Std. Error Mean

BENY] 50 3,15001,47982 ,06786
One-Sample Test
Test Value = 3
95% Confidence Interval of the Difference

t df Sig. (2-tailed) Mean Difference Lower Upper
Laléia ) 2,211 491,032 ,15000 ,0136 ,2864
Oneway

ANOVA
L
Sum of Squares df Mean Square F Sig.

Between Groups ,063 1,063 ,485 ,489
Within Groups 6,251 481,130
Total 6,314 49
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ANOVA
Ll
Sum of Squares df Mean Square Sig.
Between Groups ,275 2|,138 1,071,351
Within Groups 6,039 471,128
Total 6,314 49
ANOVA
Yl
Sum of Squares df Mean Square Sig.
Between Groups ,113 1],113 421 ,520
Within Groups 12,904 481,269
Total 13,017 49
ANOVA
SV
Sum of Squares df Mean Square Sig.
Between Groups ,178 2|,089 ,325 , 724
Within Groups 12,840 471,273
Total 13,018 49
ANOVA
Lliay)
Sum of Squares df Mean Square Sig.
Between Groups ,192 2|,096 ,406 ,668
Within Groups 11,090 471,236
Total 11,281 49
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ANOVA
Llgiay)
Sum of Squares df Mean Square Sig.
Between Groups ,188 2|,094 ,397 ,674
Within Groups 11,094 471,236
Total 11,281 49
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