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ABSTRACT

The Impact of Customer Relationship Management on
Performance of five and four stars hotels in Amman

Prepared by:
Wael Mahmoud AL-Sharaia

Supervised by:
Dr. Laith Alrubaiee

Due to the increasing competition in the hotels service industry, hotels management
has given more attention to implementation strategies, approaches and programs to
promote and strengthen the relationship with customers, particularly customer
relationship management Strategy. For this, the purpose of this study is to investigate
the impact of Customer relationship management on hotels performance. This study
focuses on studying the impact of customer relationship orientation, customer
marketing knowledge and customer loyalty programs in five star and four star hotels in
Amman city.

The sample of this study included (270) managers in both categories, A total of
(256) usable questionnaire were collected giving response rate (95%) of the total
questionnaires were distibuted.

The statistical analysis used different statistical methods and in addition to the
Statistical Package for Social science program (SPSS) showed nemours important
results, Particularly the high level of customer relationship orientation in both hotels
categories,a follow-up to identify the needs and desires for the customers, and a high

level of customers marketing knowledge in both hotels categories.



The study also showed variety of loyalty programs to both categories of hotels to
enhance loyalty. In addition, the results of the study confirm that there is an effect for

the customer relationship management including customer relationship orientation,

customer marketing knowledge and loyalty programs on hotels performance,that
includes all dimentions: market share, profitability, customer retention and occupancy
rate of hotel rooms. Further more, the study identified that there is no difference in
performance levels between the two categories of five and four star hotels.

Finally, the study concluded some recommendations and conclusions for hotel

managements and researchers in this area.
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Five Stars Hotels overall Performance = A + {(B, Customer Relationship
Orientation) + (B, Marketing Knowledge) + (B; Customer Loyalty
Programs)}
Five Stars Hotels overall Performance = 0.741+ {(0.252 Customer
Relationship Orientation) + (0.635 Marketing Knowledge) + (0.105
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Five stars hotels market share performance=
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A + {( B, customer relationship orientation) + (8, marketing knowledge) +
(B3 customer loyalty program)}

= 1.176+ {(0.926*5.91) + (0.494*5.92) + (0.315*5.86)}
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=1.187+6.707+3.800+1.248=12.942

Five stars hotels Customer retention performance = ().295+
{(1.558*5.91) + (0.382%5.92) + (0.346*5.86)}

= 0.295+9.207+2.261+2.027 = 13.79

Five stars hotels occupancy rate of hotel room’s performance
= 2.192+ {(1.388*5.91) + (1.024*5.92) + (0.236*5.86)}

=2.192+8.203+6.062+1.382=17.839
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Four Stars Hotels overall Performance = A + {(§; Customer Relationship

Orientation) + (B, Marketing Knowledge) + (B; Customer Loyalty

Programs)}

Four Stars Hotels overall Performance = (.343+ {(0.116 Customer

Relationship Orientation) + (0.586 Marketing Knowledge) + (0.191

Customer Loyalty Programs)}

Four Stars Hotels overall Performance = (0.343+ {(0.116 * 5.82) +

(0.586 * 5.86) + (0.191 * 5.64)}

Four Stars Hotels overall Performance = 0.343+ 5.186 = 5.529

Four stars hotels market share performance=

A + {( B, customer relationship orientation) + (8, marketing knowledge) +

(B3 customer loyalty program)}

=1.063+ {0.844%5.86) + (0.322*5.64)

=1.063+4.912+2.402+1.872=10.249

Four stars hotels market share performance=

~1.428+ {(0.974*5.82) + (0.632*5.86) + (0.324%5.641)}
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=1.428+5.668+3.703+1.827=12.626

Four stars hotels market share performance

=0.216+{(1.296*5.82) + (0.325%5.86) + (0.325*5.86) + (0.124*5.64)}
=0.216+7.542+1.9.4+0.699=10.361

Four stars hotels market share performance

=2.174+ {(1.348*5.82) + (0.979*5.86) + (0.230*5.64)}

=2.174+7.845+5.736+1.297=17.052
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£¥sl) Sujad gl 4y gl A3 j2al) Gl ABdally 4 il
1.000 St A8Mally Aq gl
0.800**
1.000 P =0.000 A gl 48 jral)
N =256
0.678** 0.821**
1.000 P =0.000 P =0.000 sl Saiad galn
N =256 N =256

(a0 < 0.05) st die Adlas) AN 3 Ll &0
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iy .Competitive advantage, knowledge and relationship marketing
, Perceived benefits of loyalty programs: (s (Mimouni, atal, 2009)

. Scale development and implications for relational strategies Volle
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