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The Role of Customer Relationship Management (CRM) on Customer

Satisfaction in Jordanian Insurance Companies.
By
Suhaib Zuhair AL-Khazalah
Supervisor
Dr. Abdel Fattah Mahmoud Al-Azzam
Abstract

The purpose of this study is to investigate the impact of customer relationship
management (customer knowledge management, technology-based
customer relationship management, customer expectations, and customer
relationship regulation) on customer satisfaction in Jordanian insurance
firms. The results of the multiple regression analysis indicate that all CRM
dimensions positively affect customer satisfaction in Jordanian insurance
firms. According to the findings of the study, it is recommended that the
CRM strategy be enhanced by conducting customer satisfaction surveys and

identifying gaps in services.

Keywords:  Customer Relationship  Management,  Customer
Satisfaction, Insurance Companies, Jordan.
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Frequencies

Output Created
Input

Missing Value Handling

(e Jadl) Jglaa (3) Galal

Data

Active Dataset
Filter

Weight

Split File

Notes

29-JUN-2022 20:18:45

DataSetl

<none>

<none>

<none>

N of Rows in Working Data File

Definition of Missing

296

User-defined missing values are treated

as missing.
Cases Used Statistics are based on all cases with
valid data.
Syntax FREQUENCIES
VARIABLES= 4 yeall 2l elial_g 5
Lelaayl Alall caledll (5 gl g el Jaal)
/ORDER=ANALYSIS.
Resources Processor Time 00:00:00.00
Elapsed Time 00:00:00.00
Statistics
S g yaal) 531 el Jaal alaill (5 siaall felaay) Ak
N Valid 296 296 296 296 296
Missing 0 0 0 0 0
Frequency Table
Sl g ol
Frequency Percent Valid Percent Cumulative Percent
Valid 8 180 60.8 60.8 60.8
&) 116 39.2 39.2 100.0
Total 296 100.0 100.0
i) i)
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Frequency Percent Valid Percent Cumulative Percent

Valid 30 ¢ il 108 36.5 36.5 36.5
30 - 40 ¢ 8 100 33.8 33.8 70.3
40 - 50 o i 68 23.0 23.0 93.2
50 (358 Lad 4ins 20 6.8 6.8 100.0
Total 296 100.0 100.0
Gl Jaal)
Frequency Percent Valid Percent Cumulative Percent
Valid 2, )i 500 e i, 112 37.8 37.8 37.8
500- 20 ks 7500 A, 108 36.5 36.5 74.3
750 - Lt 10000 Bl 52 17.6 17.6 91.9
.
1000 sl o i s, 24 8.1 8.1 100.0
Total 296 100.0 100.0
el (s giunall
Frequency Percent Valid Percent =~ Cumulative Percent
Valid 05t b sf Adle 4 50, 8 2.7 2.7 2.7
Lass sia o sl 32 10.8 10.8 135
s SS,, 132 44.6 44.6 58.1
Lle bl o, 124 41.9 41.9 100.0
Total 296 100.0 100.0
Lelaipyl Al
Frequency Percent Valid Percent Cumulative Percent
Valid el 148 50.0 50.0 50.0
T3 132 44.6 44.6 94.6
Gllaa 13 4.4 4.4 99.0
daJl. 3 1.0 1.0 100.0
Total 296 100.0 100.0
Reliability
Notes
Output Created 29-JUN-2022 21:36:44
Input Data
Active Dataset DataSetl
Filter <none>
Weight <none>
Split File <none>
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Missing Value Handling

N of Rows in Working Data File

Definition of Missing

Cases Used

296
User-defined missing values are treated
as missing.
Statistics are based on all cases with

valid data for all variables in the

procedure.
Syntax RELIABILITY
IVARIABLES=01.1 q1.2 q1.3 q1.4
gl.5q91.6
/SCALE('1) ALL
/MODEL=ALPHA.
Resources Processor Time 00:00:00.00
Elapsed Time 00:00:00.00
Scale: 1
Case Processing Summary
N %
Cases Valid 296 100.0
Excluded? 0 .0
Total 296 100.0
a. Listwise deletion based on all variables in the procedure.
Reliability Statistics
Cronbach's Alpha N of Items
.856 6
Reliability
Notes
Output Created 29-JUN-2022 21:37:27
Input Data
Active Dataset DataSetl
Filter <none>
Weight <none>
Split File <none>

Missing Value Handling

N of Rows in Working Data File

Definition of Missing

101

296
User-defined missing values are treated

as missing.



Cases Used Statistics are based on all cases with

valid data for all variables in the

procedure.
Syntax RELIABILITY
IVARIABLES=02.1 q2.2 q2.3 q2.4
g2.592.6
ISCALE('2") ALL
/MODEL=ALPHA.
Resources Processor Time 00:00:00.00
Elapsed Time 00:00:00.03
Scale: 2

Case Processing Summary

N %
Cases Valid 296 100.0
Excluded? 0 .0
Total 296 100.0

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

Reliability Statistics

Cronbach's Alpha N of Items
.823 6
Reliability
Notes

Output Created 29-JUN-2022 21:37:51
Input Data

Active Dataset DataSetl

Filter <none>

Weight <none>

Split File <none>

N of Rows in Working Data File 296
Missing Value Handling Definition of Missing User-defined missing values are treated

as missing.
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Cases Used Statistics are based on all cases with

valid data for all variables in the

procedure.
Syntax RELIABILITY
IVARIABLES=03.1 q3.2 q3.3 q3.4
g3.593.6
ISCALE('3") ALL
/MODEL=ALPHA.
Resources Processor Time 00:00:00.00
Elapsed Time 00:00:00.00
Scale: 3

Case Processing Summary

N %
Cases Valid 296 100.0
Excluded? 0 .0
Total 296 100.0

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

Reliability Statistics

Cronbach's Alpha N of Items
.705 6
Reliability
Notes

Output Created 29-JUN-2022 21:38:15
Input Data

Active Dataset DataSetl

Filter <none>

Weight <none>

Split File <none>

N of Rows in Working Data File 296
Missing Value Handling Definition of Missing User-defined missing values are treated

as missing.
Cases Used Statistics are based on all cases with

valid data for all variables in the

procedure.
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Syntax RELIABILITY
IVARIABLES=g4.1 g4.2 4.3 g4.4

q4.5
ISCALE('5") ALL
/MODEL=ALPHA.
Resources Processor Time 00:00:00.00
Elapsed Time 00:00:00.02
Scale: 5

Case Processing Summary

N %
Cases Valid 296 100.0
Excluded? 0 .0
Total 296 100.0

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

Reliability Statistics

Cronbach's Alpha N of Items
.825 5
Reliability
Notes
Output Created 29-JUN-2022 21:39:00
Input Data

Active Dataset DataSetl

Filter <none>

Weight <none>

Split File <none>

N of Rows in Working Data File 296

Missing Value Handling Definition of Missing User-defined missing values are treated
as missing.

Cases Used Statistics are based on all cases with
valid data for all variables in the
procedure.

Syntax RELIABILITY

/VARIABLES=q1.1 q1.2g1.3ql1.4
g1.591.6q2.192.292.392.4 2.5 2.6
3.1 93.293.303.4 3.5
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3.6 04.1 g4.294.394.4 94.5
/SCALE('Ind") ALL
/MODEL=ALPHA.
Resources Processor Time 00:00:00.00

Elapsed Time 00:00:00.00

Scale: Ind

Case Processing Summary

N %

Cases Valid 296 100.0

Excluded? 0 .0

Total 296 100.0
a. Listwise deletion based on all variables in the procedure.

Reliability Statistics
Cronbach's Alpha N of Items
.905 23
Reliability
Notes

Output Created 29-JUN-2022 21:39:35
Input Data

Active Dataset DataSetl

Filter <none>

Weight <none>

Split File <none>

N of Rows in Working Data File 296

Missing Value Handling Definition of Missing User-defined missing values are treated
as missing.

Cases Used Statistics are based on all cases with
valid data for all variables in the
procedure.

Syntax RELIABILITY
IVARIABLES=g5.1 95.2 5.3 q5.4
05.595.6 5.7 5.8
ISCALE('5") ALL
IMODEL=ALPHA.
Resources Processor Time 00:00:00.00
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Elapsed Time 00:00:00.00
Scale: 5
Case Processing Summary
N %
Cases Valid 296 100.0
Excluded?® 0 .0
Total 296 100.0
a. Listwise deletion based on all variables in the procedure.
Reliability Statistics
Cronbach's Alpha N of Items
919 8
Reliability
Notes
Output Created 29-JUN-2022 21:40:04
Input Data
Active Dataset DataSetl
Filter <none>
Weight <none>
Split File <none>

N of Rows in Working Data File

Missing Value Handling Definition of Missing

Cases Used

296
User-defined missing values are treated
as missing.
Statistics are based on all cases with

valid data for all variables in the

procedure.
Syntax RELIABILITY
IVARIABLES=01.1 q1.2 q1.3 q1.4
g1.591.6q2.192.2 92.392.4 2.5 2.6
03.193.293.393.493.5
03.604.194.2094.394.4094.505.1
5.2 95.395.4g5.595.6 5.7 g5.8
/SCALE('all') ALL
/MODEL=ALPHA.
Resources Processor Time 00:00:00.02
Elapsed Time 00:00:00.01
Scale: all
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Case Processing Summary

N %
Cases Valid 296 100.0
Excluded?® 0 .0
Total 296 100.0
Reliability Statistics
Cronbach's Alpha N of Items
.934 31
Descriptives
Notes
Output Created 30-JUN-2022 14:23:15
Input Data
Active Dataset DataSetl
Filter <none>
Weight <none>
Split File <none>

N of Rows in Working Data File

Missing Value Handling Definition of Missing

Cases Used

296
User defined missing values are treated
as missing.

All non-missing data are used.

Syntax DESCRIPTIVES VARIABLES=q1.1
q1.291.391.491.5q91.6
¢Saall 48 a0 5l
/ISTATISTICS=MEAN STDDEV MIN
MAX.
Resources Processor Time 00:00:00.02
Elapsed Time 00:00:00.17
Descriptive Statistics
N Minimum Maximum Mean Std. Deviation
gql.1 296 1 5 4.13 717
gl.2 296 1 5 4.01 .875
gql.3 296 1 5 4.11 .895
gql.4 296 1 5 3.99 .957
gql.5 296 1 5 3.91 .986
gql.6 296 1 5 3.73 .906
eSlerll 48 320 3 296 1.00 5.00 3.9820 .68110
Valid N (listwise) 296
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Descriptives

Output Created
Input

Missing Value Handling

Notes

Data

Active Dataset

Filter

Weight

Split File

N of Rows in Working Data File

Definition of Missing

30-JUN-2022 14:35:11

DataSetl
<none>
<none>
<none>
296

User defined missing values are treated as

missing.

Cases Used All non-missing data are used.

Syntax DESCRIPTIVES VARIABLES=g2.1 g2.2
02.3 92.4 2.5 2.6 4ldl_eJaall lidle
/ISTATISTICS=MEAN STDDEV MIN MAX.

Resources Processor Time 00:00:00.00

Elapsed Time 00:00:00.00

Descriptive Statistics

N Minimum Maximum Mean Std. Deviation
g2.1 296 1 5 3.82 .882
g2.2 296 1 5 3.96 .820
g2.3 296 1 5 3.84 .904
g2.4 296 1 5 3.97 .883
g2.5 296 1 5 3.85 .899
g2.6 296 1 5 4.02 .831
Al Mleall Clide 296 1.83 5.00 3.9105 .63362
Valid N (listwise) 296
Descriptives

Notes

Output Created 30-JUN-2022 14:48:14
Input Data D:\Desktop\works111\ <liu) Jilas

Active Dataset
Filter
Weight
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Missing Value Handling

Split File
N of Rows in Working Data File

Definition of Missing

Cases Used

<none>

296

User defined missing values are treated

as missing.

All non-missing data are used.

Syntax DESCRIPTIVES VARIABLES=q@3.1
3.2 93.3q3.4 3.5 3.6 Jeall_lai g
ISTATISTICS=MEAN STDDEV MIN
MAX.

Resources Processor Time 00:00:00.03

Elapsed Time 00:00:00.01

Descriptive Statistics
N Minimum Maximum Mean Std. Deviation
g3.1 296 1 5 3.47 1.064
g3.2 296 1 5 3.37 1.100
g3.3 296 1 5 3.42 1.048
g3.4 296 1 5 3.55 .966
g3.5 296 1 5 3.32 1.129
g3.6 296 1 5 3.95 1.011
Jeall Cilad g 296 1.33 5.00 3.5124 .66993
Valid N (listwise) 296
Notes

Output Created 30-JUN-2022 15:09:35
Input Data

Active Dataset DataSetl

Filter <none>

Weight <none>

Split File <none>

Missing Value Handling

Syntax

Resources

N of Rows in Working Data File

Definition of Missing

Cases Used

Processor Time

Elapsed Time

296

User defined missing values are treated

as missing.

All non-missing data are used.

DESCRIPTIVES VARIABLES=qg4.1

4.2 q4.3 q4.4 4.5 ¢Seall e s
ISTATISTICS=MEAN STDDEV MIN

MAX.

00:00:00.00

00:00:00.00
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Descriptives

Descriptive Statistics

N Minimum Maximum Mean Std. Deviation
g4.1 296 1 5 3.90 1.033
g4.2 296 1 5 3.98 .883
g4.3 296 2 5 4.09 J71
4.4 296 1 5 3.84 .994
g4.5 296 1 5 3.86 .951
eaall cilddle il 296 2.00 5.00 3.9358 71426
Valid N (listwise) 296
Descriptives

Notes

Output Created 30-JUN-2022 15:35:55
Input Data

Active Dataset DataSetl

Filter <none>

Weight <none>

Split File <none>

Missing Value Handling

N of Rows in Working Data File

Definition of Missing

Cases Used

missing.

296

User defined missing values are treated as

All non-missing data are used.

Syntax DESCRIPTIVES VARIABLES=05.1 95.2
05.3 5.4 5.5 05.6 95.7 5.8 Jaerll La
/ISTATISTICS=MEAN STDDEV MIN MAX.
Resources Processor Time 00:00:00.00
Elapsed Time 00:00:00.00
Descriptive Statistics
N Minimum Maximum Mean Std. Deviation
g5.1 296 1 5 4.05 .885
g5.2 296 1 5 4.01 .894
g5.3 296 1 5 4.03 .938
g5.4 296 1 5 4.06 .854
5.5 296 1 5 4.00 .950
g5.6 296 1 5 3.96 972
g5.7 296 1 5 3.89 .891
g5.8 296 1 5 3.96 .897
Jrall Ly 296 1.50 5.00 3.9954 .72678
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Valid N (listwise) 296

Descriptives

Notes
Output Created 30-JUN-2022 15:48:07
Input Data D:\Desktop\works111\ <ulitiu Jias
rpa Clbl\cuga, sav
Active Dataset DataSetl
Filter <none>
Weight <none>
Split File <none>
N of Rows in Working Data File 296
Missing Value Handling Definition of Missing User defined missing values are treated
as missing.
Cases Used All non-missing data are used.
Syntax DESCRIPTIVES
VARIABLES= stenll 4 yxa 3 ,12)
Jaal) il 3 A8 e Dlaal) D
oSaall Clidle alail
daendl L)
ISTATISTICS=KURTOSIS
SKEWNESS.
Resources Processor Time 00:00:00.00
Elapsed Time 00:00:00.03

Descriptive Statistics

N Skewness Kurtosis

Statistic Statistic Std. Error Statistic Std. Error
#Slaall 3 yaa 3l 296 -.794- 142 1.127 282
Aalal) oSad) e 296 -.306- 142 232 282
Jaall cilad i 296 -.148- 142 .145 .282
Slaall CBe ks 296 -.407- 142 -.458- 282
Jrall L 296 -.623- 142 .286 .282
Valid N (listwise) 296
Correlations

Notes

Output Created 30-JUN-2022 15:52:46
Input Data

Active Dataset DataSetl

Filter <none>

Weight <none>
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Missing Value Handling

Syntax

Resources

Split File
N of Rows in Working Data File

Definition of Missing

Cases Used

Processor Time

Elapsed Time

<none>
296
User-defined missing values are treated
as missing.
Statistics for each pair of variables are
based on all the cases with valid data
for that pair.
CORRELATIONS
IVARIABLES= sdleall_ 4 j2a 5 )
Jarll lad 5 AailEll o Slaall Ede
Ghenl L)y eDleall cilidle aplass
/PRINT=TWOTAIL NOSIG
/MISSING=PAIRWISE.
00:00:00.03
00:00:00.25

Correlations
Sleall b yma 5ol (sl Slaall e

el Cladg Sleall e abil el La)

. i J . J

¢daall 48 20 3,13 Pearson 1 712" .364" .569" 541"

Correlatio

n

Sig. (2- .000 .000 .000 .000

tailed)

N 296 296 296 296 296
Gl Sl cldle  Pearson 7127 1 .363" .560" 524"
i Correlatio

n

Sig. (2- .000 .000 .000 .000

tailed)

N 296 296 296 296 296
Jaall ilad i Pearson .364" .363" 1 .506" 433"

Correlatio

n

Sig. (2- .000 .000 .000 .000

tailed)

N 296 296 296 296 296
eMaall clidle adaii Pearson .569" .560™ .506"™ 1 .613"

Correlatio

n
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Sig. (2- .000

tailed)

N 296
dradl L) Pearson 541"

Correlatio

n

Sig. (2- .000

tailed)

N 296

.000

296

524"

.000

296

.000 .000

296 296 296
433" .613™ 1

.000 .000

296 296 296

**_Correlation is significant at the 0.01 level (2-tailed).

Regression
Notes

Output Created
Input Data

Active Dataset

Filter

Weight

Split File

N of Rows in Working Data File

Missing Value Handling  Definition of Missing

30-JUN-2022 16:14:08

DataSetl
<none>
<none>
<none>
296
User-defined missing values are

treated as missing.

Cases Used Statistics are based on cases with no
missing values for any variable used.
Syntax REGRESSION
IMISSING LISTWISE
ISTATISTICS COEFF OUTS R
ANOVA
/CRITERIA=PIN(.05) POUT(.10)
/NOORIGIN
/DEPENDENT dweall L,
IMETHOD=ENTER 3l ciide 5 )2
/RESIDUALS DURBIN.
Resources Processor Time 00:00:00.05
Elapsed Time 00:00:00.22
Memory Required 4000 bytes
Additional Memory Required for 0 bytes
Residual Plots
Variables Entered/Removed?
Model Variables Entered Variables Removed Method
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1 #Slaadl BN 3 lalP . _Enter

a. Dependent Variable: dwall L=,

b. All requested variables entered.

Model Summary®
Std. Error of the
Model R R Square Adjusted R Square Estimate Durbin-Watson

1 .6642 441 439 .54426 1.714

a. Predictors: (Constant), 3l cilédle )

b. Dependent Variable: Jwsll L,

ANOVA?®
Model Sum of Squares df Mean Square F Sig.
1 Regression 68.733 1 68.733 232.033 .000"
Residual 87.089 294 .296
Total 155.822 295

a. Dependent Variable: Jwsll L,

b. Predictors: (Constant), «3all_<il8le 3l

Coefficients?

Unstandardized Standardized
Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) .552 .228 2.418 .016
Okanl) liBle 3l .898 .059 .664 15.233 .000

a. Dependent Variable: Jwsll L,

Residuals Statistics?®

Minimum Maximum Mean Std. Deviation N
Predicted Value 2.2354 5.0412 3.9954 48269 296
Residual -2.75778- 1.52475 .00000 .54334 296
Std. Predicted Value -3.646- 2.167 .000 1.000 296
Std. Residual -5.067- 2.802 .000 .998 296

a. Dependent Variable: Jwsll L,

Regression
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Notes
Output Created
Input Data

Active Dataset

Filter

Weight

Split File

N of Rows in Working Data File

Missing Value Handling  Definition of Missing

30-JUN-2022 16:22:00
D:\Desktop\works111\ ciblsu) Jilas
e by, sav
DataSetl
<none>
<none>
<none>

296
User-defined missing values are

treated as missing.

Cases Used Statistics are based on cases with no
missing values for any variable used.
Syntax REGRESSION
/IMISSING LISTWISE
ISTATISTICS COEFF OUTS R
ANOVA COLLIN TOL
ICRITERIA=PIN(.05) POUT(.10)
/NOORIGIN
/DEPENDENT dweall L,
IMETHOD=ENTER ¢Sl 4 320 5 ]
Jaal) el 8 A8 e aal) Dl
eSaall GlENe  audas
/RESIDUALS DURBIN.
Resources Processor Time 00:00:00.06
Elapsed Time 00:00:00.10
Memory Required 5584 bytes
Additional Memory Required for 0 bytes
Residual Plots
Variables Entered/Removed?
Model Variables Entered Variables Removed Method
1 JGarll lad i o Dlaall Glidle aulaw Enter

Al e Slaall clide

C«M\_ﬁ)u_'é)h}b

a. Dependent Variable: Jwsll L,

b. All requested variables entered.
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Model Summary®

Std. Error of the

Model R R Square Adjusted R Square Estimate Durbin-Watson
1 6732 453 446 54113 1.702
a. Predictors: (Constant), sl 4 je 33 A0ld) oSlaadl Glidle | Jasll Cladigi oSleall Clidle aidai
b. Dependent Variable: Jwall L,
ANOVA?

Model Sum of Squares df Mean Square F Sig.
1 Regression 70.611 4 17.653 60.285 .000P

Residual 85.211 291 .293

Total 155.822 295

a. Dependent Variable: Jwsll L,
b. Predictors: (Constant), sSesll 28 jaa 3 )3 4l Sleall e Jaall Ciladg ,¢M\_QL§§@_§L§3

Coefficients?

Unstandardized

Standardized

Coefficients Coefficients Collinearity Statistics
Std.
Model B Error Beta t Sig. Tolerance VIF
1 (Constant) .622 .229 2.718 .007
eOlanl) 4 jea 3 .199 .069 .187 2.889 .004 449 2.226
Al oSleall S .162 .074 141 2.203 .028 .456 2.194
Jaall e 53 142 .055 131 2.579 .010 733 1.365
eSleall ClBle alai .368 .060 .361 6.143 .000 .544 1.840

a. Dependent Variable: Jusl) L,

Collinearity Diagnostics?

Conditi Variance Proportions

Mod Dimensi Eigenval on (Consta  aall 4 2a 30 JI_eSleall wlible ol Clais aall lidle alas

el on ue Index nt) Y EONH Ja &Y

1 1 4.940 1.000 .00 .00 .00 .00 .00
2 .024 14.397 .00 .10 .07 71 .00
8 .016 17.470 74 .01 .00 .00 .37
4 .012 19.939 .24 .16 .09 .28 .63
5 .008  25.352 .02 72 .84 .00 .00

a. Dependent Variable: Jwsll L,
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Residuals Statistics?

Minimum Maximum Mean Std. Deviation
Predicted Value 2.2323 4.9771 3.9954 48924 296
Residual -2.55584- 1.61195 .00000 .53745 296
Std. Predicted Value -3.604- 2.007 .000 1.000 296
Std. Residual -4.723- 2.979 .000 .993 296
a. Dependent Variable: Jwall L,
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