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ell 3- 5y> + do\i5(1 ,623 #Nu)le z\a)le coll,sc 3y--) 5Us» J + 3#uh) eENc 5,l5 

-(d'b:....:.~I_, ..:.,\)...,JI ,t,,►.}#1 ,...:..,Lo_,,WI) if.:,~ .,")\....,JI...:..,\,;")~ oJbl .:,t; ~_r=ll \jJ, b\.:..:....I .";J..\.S' 

10 



...:...,>- c:>~YI <) lr.-,5' l..~I ►)\...,JI C: ;j')WI ~~\ J_,.; ...:...,>- ►~I ..:..,li')\s. o).)~ 0:,k.,;)1 ~_,11 ('"-"' .)~Y4 .)~\ 

~_,11 ►bi .1-# if -A! '} l.iJ ,4:4-JI t:,,"->-) .i.:1..l,.11 if j-,,1,=-, ('"-"'J).) .:,i ...:...,>- 'C::'',JI "-:,-U- _,...1.,,i \.l _;5'i ..u.,v J)-A! 0y~ ~i 

.(··4+=)/' y bole ,3sl,-53 $5y-5 salt 5shy Cy8) gs + +'\9 St 

....,..Y ,µ4 a..il.d1 4--1+,, j\.4) ~ ..:..,l.._,L......ll o).))'\ ;_,.,.L,.. ;jL,;,)14 •'½ wll-1 JwYI j\.4) ~ t:,,"->- ..:..,l.._,L......ll 

5£ /sl» 52y-! oil ° z } 5Ai» s &,-,,ySfl lye9 3-53 coll,xl) ,1lt c->ah» ,hsy 

►bY~ <$.)_;J1 ►bYI ....,..l.,.<J La,ii i~ t.p0_, ~..,)I 4=--_,.]1 JL..s-~1 ►i.r--! ~ .1....; c.rJ ..:..,L._,1J.1 i~-' . 4.:.-- o.)l...:..,.'JI 

~ ~ .:..U~_, ,J5l.:ll _yt.,....i _, ►')\....,JI ..:..,4-►-_,.; ~ ....)~\ ~ ~i i~-' ,►)\...,JI L,;,J t.Sr-> u'Y La.!~ ifl....:l:-1 

4.#-Lil~ o►l.6J1 o.)4j J! ;jL,;,)'4 ..... .u11 ..:..,k..:.:l~ ul..-B-1 o.)y,- if ~~ 9'-G)'I ~_, ►)\...,JI L,;,J if .l/.J .:,i 

½ tj .l/.J.i <) ..:..,L...., _;l~ ..:..,~L....:J:.~ ►)\...,JI cJ,>- \4 ~-' ,;;_,...,.L,~\ l})_p.J)'I ~_,....:]I c:)1 .r"~ .1>-i ~_,.d-1 _p:,; 

<($.)1..:.l~ ~) .a.,.;_,_p.J)'i C::'l_,11 ~ if ..:..,L....,_;l~ ..:..,~L....:J:.~ ►')\....J i ~ .}I ul.._,1J.~ ul..i\.,,)I 11~1 ._;_,;_,.;_, ~ 

oµ ►')\....,J \ J"-"! j,_.; <) ;;; ...:...,>- ,;;,,;_,_p.J)'I o};,,..:.I\ ~ 0,LWI "->--y .}I ._;)~I if \.;> ;;,.,,...o_,.d-~ 4:_r-JI 0) ( , , , V 

'r--'11 j.:,. ►')\....,J \ if ..:..,\..i\JI J"-"! ~ J_,...d-1 J! cl:i l})p.J)'I J.)L,.:.I\ ~ .:,i w\.,:. d.~::,l~ C::...:,fa)'I _p- J_,....:ll 

.}I ;.;_r-l~ "-:--<_f"<.:.11 u~ ~-' n(,,, i, ~ yi_, <.,S"'".r')IA_;)-_, .:,W'}I ~J) .)\.i....J\ ¼?) 0~~ ~~ , t,J~ 

d.;....~\ a :_.hJI J_,.s'_,.;_,.1-_, Encryption ~I J.:.. 9'-}#1 ..:..,Li.,.,k.:JI if .l/...WI u..l>.--' ~ c::...:,p)'I u"_,.d 4 ... ,-}.~ 

Ll.L..J! <$/.:-) -.,_,.lkl1 ..:..,l.._,1J.~ ul..i\J4 .:iy)I IA)\.£ .:,i .AA./ ~I~ ~ ~ <$jj~Secure Socket Layer SSL 

3yi 39 .8,-9 es e 1Lay 54,llll a,41 J} -=7 ol 4 -5AS3 }±±s &B sA) ] 5y-=: &±=l! z'\-c., 

.(Y··£ 

t::: J►.YI ¼}, ..;:.,\.i')\,.; .l;t..i:> '}~ ►L:.,.l 'ir-11 ..:..,L..1.:...Jj o~L; ~ ..:..,'}La;'}~ ul.._,1J.I L,:►._,Jµ ~_r-JI u~_,h.:.11 0! 

r ,J4)1 uli')ls. oJb)' "->-l_,11 <$..J.>...:J1 ~.., 1/)1 <) o.)4j J! ..:..,\.i')W1 o~ J_i if J4-JI ....).).A\~ t5jj1 .r'y1 ,►)l...,J1 

if ...1;..w1 ~~ ...u_, .(Sun,2OO6) r"-" J►.YI ¼}, ..:..,\.i')WI ~-' ~ J'fa. •r-1' 4:.)_;J\ c;..,L:,,.l,:>-'}1 ~ ....)~\ 
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es al±ll 3-5 uLsl ,sh » 590 &,1-0 Gr .> 201 Etc 3,ls h-£! Cl! ,8 3ls9¢ 3,-az0 

~_,ii "bi .1-_# if .1; 'y l.iJ ,4e4-:ll '--"=->-' 4el..yl if j..o~ r°'J):, .:,i ..:...,>- '(:'~\ ~ J..l.,,! ll _;S"i ..1.A.,v J)-½ .:>y~ ~j 

.(··4+)#/\ ey bolAe ,3sl,-53 $55-85 sllt 5shy yd) gs + 6'\9 St± 

lf'Y ,µ~ w...:l.1 1+-1+- _jG;i ~ ..:..,\.._,h.JJ 0):1)'1 ;_,,.\.,.. ..;L,;,)'~ ''½ wll-1 JwYI _jG;i ~ '--"=-> ..:..,\.._,h.JJ 

~ ..:..,\.._,h.., .:..,.►._,l.1 ..:..,\.i\.,.,)1 cf ~ t \.. ;;...y... pi:- "-:,>.-_,l#I ;,,J;,;y~ ..:.,~:.YI _p;_, ,..:..,~ _r=..J.1 ~~ "1:,y1 

"1:,y1_, (,?:._;J1 "1:,y1 U"'l.,.<l 1....a,ii r.>.:,:.:;....; t..£J., ~.,)I ~.,.i1 JL....-)11 "~! (} .h.ii u--:-1 ..:..,L..,.W1 r.>.:,:.:;....;., . 4.:.-- ;;:,Ll.:..,.'yl 

U:.Jl ~ ~--½J ,J.S'L:ll yl,.-,i _, "")\...,JI ..::..,4->-__,; ~ C...:,~\ l) l....a,ii (.>.:,:.:;....;J '"")\....,JI \..,;,J tS_,::-.,- ✓Y l....a,i~ _,s"UI 

~Lil~ ;;"l£.J1 ;;:.½) Jl ;_;1..,;,)'~ .... ..u11 uk..:.:l~ ..:..,\...u-1 ;;:._,.,.,. .:r ~~ "-:,>.-6)'1 ~_, "")UI 1..,;,J if .1;; .:ii 

.(· 1± <Cy-aihl) 

a_,....s:, tj .1;...\i () ..:..,L...,_;i~ ..:..,~L..J..~ "")\....,JI cJ>- \4 ~) ,;,_,...,,L,)I\ l}J_pJ)'I ~_,...:]I c:)1 .r"'~ .1>-i ~~\ _p; 

'<e?:,U~ ~) .a.,.;_,_pJ)'I ti'.,l' ~ if ..::..,L...,_;l~ ..:..,~L..J..~ ►")\....JI ~ ~I ..:..,\...,.W~ ..:..,\.il,)1 i,~, ~Y) ~ 

;;µ "")\...,JI ~ j,_.; () }y ..:...,>- ,;;,_,;_,_pJ)'I o};,,, . .:l\ () ~WI "->--1,i ~\ .yyll if u'> ~~~ 4e_,..jl .:ii ( 'I',, V 

'r--'il j.:,. ►")\....,JI if ..:..,\.i\.,.,)I ~ ~ J_,...d-1 Jl cl=i l}J_?J)'I J:.L,:.ll ~ .:,i w\.,.:. ,4-::,l~ -=..:,_;:,)'I y J_,....:ll 

Ji ;.;_,..J~ '-:-!_r=dl ..:..,~ ~J i'l'('I', , i, ~ y.~ ($""/)'<.J>.r:fJ .)\.....:l'y\ ~J) :.1.L..l\ ¼~J .:,~~ ~~ , tyl~ 

;..:... ~, •; _.6J1 J _,s'__,;.,.1-_, Encryption _r--i..:..:JI J:,- "-:,>.-_,l#I ut..:.,.,h::ll if .1;..w1 ..:..,.h,-_, J...ii ..:..:, p)'I er _,.d 4---)-~ 

lkL.Ji <e?fiJ "-!__,lbll u\...,.W~ ..:..,\.il,)~ .:>y.)\ t..,,)I.( .:ii ..u; ~, ~ ~ ~ <e?jj~Secure Socket Layer SSL 

,o}i y.i) ·J-.r'- °\'I ~ cf I~ "-!__,lbll ~I Ji ~ .:,j ..u; .i=-'.PI j:li_, _r--i..:..:JI ~ <,?/,:J ;,;...T •JJ-"'! ~\ ii~~ 

.('I' •. t 

t::: j.>.-YI ~}, ..:..,\.!~ ..];~ 'y~ ►W 'i_,.ll ..:..,l..k...lJ ;;_r--,5'L) ~ ..:..,'yL:,;'y~ ..:..,\...,.WI l.,>.-_,J_,:S::.:l ~.,..JI ..:..,~_,h:JI .:ii 

• EN 3,9y 65051- y 5$9\$ 5>5 J] Ehl sis US =) e>14 5z£ s.ah -91 c,Ls 

if .1;..w1 ..;.....:,,.r1 ..l!_, .(Sun,2006) ~ j.>.-YI ~}, ..:..,u")WI ~_, ~ ./fa. ,r-1- ~:._;J1 ..:..,l>.-1.,:>-'il ~ c...:,~, 
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l,,>.-_,J_p:; ~ )l.=;/4 ►')\...,Ji C: ..::..,u')WI ►~ 1::"I;. tj~ ~r! if ~ .)4)\ ..::..,\j~ o_,b ! l,,>.-_,J_p:; i_,....,.l uL.GJJI 

..:..,L,.,W.i 

,..::..,~i, '<Y-_,...:!1 oJb! ..lYL; ~i, 4=>L,)f1 ..,_.;\.(.JJ ..::..,Ll.J,; tji Ji ( Minami & Dawson 2008,p.375) 

Jayachandran et al ,2005, Krasnikov " .. i) J...\...,:.,, if _;S\1 oJJ_,:l-1 ..:..,lil,,.,ll JJiJ J,-t5::; l) ,►')UI ;;_....1.:,:-J 

(et al 

,►')UI y.i.►. ~ ..lYL;° Ji ..::..,l:1--,Ji, ..h..:.i )fl if ~F- ~ ~ /)fl 0\-' , ►')\....,J I ..::..,\j~ oJb! ~Gwl ~ 

<i,-l! @hi:t 3y4 355 e +l9 <#u;) 5yl @ha.5ll &,,=l 6El 3 -" + ««» 501 h3 «le 39A-D, 

·r-1' ► :/_,JI ~) ~ ;;J..lSJ\ 

,~Uw:/1 ..h..:.i \14 ►')1......1 1 ..:..,u~ oJb! ..::..,\.)....s- .k.,;; (Aizcorbe, 2007,p.7; Kim & Kim p.484,2009) 

,6 #iz-YI» 45\d, &516\ 0539 &es4 64 @la.5,l el-lly e»ta) 24029 oo3-4 J} 2.-0 a54Ao vs! 

~ J-.,Ji, ,~\ ►Iii~ l) ~ '-'r11 r') ►')\....,J I ,:.r ..::..,lil,,.,JI ~ \..b')l,:. if r,1) ,~ ~\ ..h..:.; )14 .k.,;j L..5" 

oJb! ..::..,\.)....s- ..::.,Li~ --1:~ ..:..,L.GJJI if ..1:..w1 ...:........:,, 1 JjJ (Keramati et al,2010,p7), ~ ..::..,u')WI "-!y>iJ ►~ 

: 4)1.:Ji ..::..,li_,5J.I l) (Zablah,2004) t....).1>- ..w ►')\....,JI ..:..,u')~ 

.~1 J,cb t...._;:..:, ~ J-.,Ji, ,r-2~J ~GT_, r-2l>.l::>-i, ,.;4)1 ,y- ..::..,lil,,.,]1 ~ ij J.:.-.=;J :;_;r11 oJb! ;_,.w. <, 

e)06,9\-a-9\s3 ,-5y\ 443 4.\,55 UN + +.3 {65 35,ls] 41¢ ( 

(,>~I ~ J .Y! 0y:-b; \l u-:!WI (:")) ►')\...,Ji jJi <-i)"--"J ,a...K.:l i ti...;) J! ;jL:,)'4 ..i.,.dl ~ "-'>13-1 ..:..,~\ 

l.A, 3\3s4 /s{es ors.is» i.±=/@ll! 355+19 es 3 A gel cu 39,> 3 ,5 

~if~ .:,\5' 0 !J ...:.,;p;/1 il..l><.:....I .:,j L..5"4-15"' if) .s"_r-li ~ ~ ~ .:,j ~ ;j.l"') ;jt_;; Lpj) ,~ r,1 

J)W\ J:.-.; ...:.,;p;/1 il..l><~I J') Jt.:..:;i, .)Y:-) Y~) ,µ1 C: J\y-\ ~ WL.l\ ..::..,\j')l..,J\ if~ d :I! ,►')l..,J \ :\.,...1.:,:. 

►~I~) Ji ..:..,~Uw:/1 0\') 'Jl......,Y\ Y)?) ( ;;_..i.,.:Jj :\.,..Lil\) ¼_,....:l l ..::..,~\ 0:, l....,.; ~I j:.,- ~ u_;L.l.dl t5JJ 
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8)\ + @-5 @see @al:,/ is\e (Mass Marketing) --\)' Jg--\ 

)) ? 83+er @a:all cot@s (Target marketing) 244-40\ 33--J\ (Y 

..:.,Wd,\ ~ L-j'l' (7"\ ..:.,Lo.,W.~ ..:.,\l~\11 JL>; cJ J'l,:. ~.., LS""" \.\.\ 0.,.._)1 ..:.,1.M 11..l.f-.:, ~\ 4.b-')\.:l.l ..:.,~_,h.:ll ~ 
- - 

cCustomers relationships)J4)1 ~1.9~ 

(One -to-one interactive) 
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S <Ja9-y 3yh5 4"5y &.hil l y -l +he ye &syt..d ! &,s-,ySe lyl 4,50% 4,18 1 &.5bl z.5l 

\.AJ\::i JI ..:.,Wij.- \II ~ ~L,, \II J...l..d.l ~I o-'-!..l>.- ~_,...; ~ ..:.,\...kl\ '-?,._,; cJ _r.$.)1 1.AJI Ll, 0\S' j.-1_,,JI o~ 

ii,;) Jy- ;;_r.$.)1 .)_y_,JI ~ .y._,_.:]I Jl>.-J ~ t-' ..:.,\...kl\ il.,.\ a.4-)1 ~½ .w t o-'-!..l>.- J',--1 JI Jy:-.JJu , ..:.,\...kl\ 

.:,_;.j\J..1 J'-!)'-! .tl.6-\11 W5' J~ )..l>.- Jl,j ~ J_,..d-1 W5' 01 .;...;.;1 ..:.,l.,,~..ul 0u I;:>~ ,r,-JI ..,_....;_, J_,...JI G>-_, ..:.,~I 

0-" 4-:Jl,j_, ~ 0-" :i...J;,J..\ 0:! o')WI ~ ~ J.....; Ji r-"'WI .1-.# ~ ii-'-!...l:l,.i ~I o_,hJI ..::....,,>.-y ~ 0-") ..:.,~ 0-M! 

:4,rl uleWI 0-" ,!,J;,F- ~ .J_,~ cJ (5_?'-1 ~ 

&,ls:,lU 1,1\4 4,4, ,±53159u5\,35 3>ls; o 

Jd--)5 + 0St5 3$3$5 4.45y 59135u 3LT 09 4.-45591 944 5,LE55 &,l56 3la; o 

(5_?'-1 ¼->.- 0-" _p)I ~.r-! ~_,_.:]I .._j\.u,'j\ 

9w1 wLl1 o..l>- -'-!~ Jl; cJ 4->-L:.l.1 ~_,_.:]1 c.rPI ~1 leJ; • 

Jl,)\ ..:.,~) ..:.,L,,d\ ~\..,a;,:. 0:! ~ y).Z ~ • 

)}=--'-! '-:--'\.:.:.. ~.,..., w--=-_, ..:.,~\ cJ J\}=---1 ~ • 

..:.,\.>.-W.l ~Ir+' ~ ~ o_r-½-' o')~ j')\.,.:. 0-" \+:)l,jJ :i...J;,J..\ 0:! cY-Li.:.ll 0-" ;.;,,.J.) ~I'-'..;;,;. -'-!...l:1,.1 j>:-.ul J_,t..:; ~ 0-") 

Sims,2000. Davepart,2003. ) ~_,_.:]1 uWij..-\11 i\..L:>...:....,\ tJ ~I ~u_, J'-!)i ..:.,')I_ .__,.1 ~I !.I~.)~ iipdl 

(Applegate,2003 

Customer-oriented J'-!)i ;...-l>- ~ c""Y- 01 ~ U:.....ll J-<l1 ~ij..-\11 <l>.-~I 01 ::_.,,.,;ij..-\11 (\ 

:;.,L"".: ... :~1
~ r-2G:-l-- t_L,..;,~ J'-!)i ~ 4>cj 01 ~ ule_,.:.-ll j5' ,_j .....Jd1 -.::.,l)W_, ;.L.;1 01 '-?I strategy 

.• 'r=JI l? r-2')\_ .__ ;.\ 

+-4ls s--F--'2g-· 9 <, 3t= 5-7-3 Ls: 4.it=ll 5yahl (r 

.!.l~.)\ .,,,,_;.; ~ oJ.)W\ -.::.,L..1.:..1.u -!.lJ..i.;_, \+;Jl,j C° Wdl J-~ y- ..i.U1 ~l.,,'j\ vl:611 ..¥J ..S_r'-'11 ._;,_v.J1 

-..S_r'- \'I -.::.,L..1.:..1.1 .:r CL..,.j\ JI y)I :.;7(.; 1+:Jl,) ~I 
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j5' ,J\...aj\f\ JlL._, ;_,h;J 4,-:ll.JJ ;__.J;_J,\ IP.! _j>.-i_,J-1 ~ C!J' ~;L.:l.1 4:,->.-_,l#I uG_,k.:ll , ~_,.i.Ji_, 4.#I Lllil tWI 01 

Ls,th) col,--YT,Ex --LO! 4.all c.>>l 5.Al &, z±.l lilt" 3S1 Ls,JI S utS loll scis 

iu) Jy- o~I .)y_,)I ~ ._;;.,_:]I Jk; ~ ( _, ..:..,Wd,\ i\...l .J+..-ll ~4 ~ ( o..l.,..l>.- Jrl Ji Jy:-.i.Ju , ..:..,l...h.:.\,\ 

~ll-1 .)4)4 J;L..:.,.. \fl ;,,.;JS' J_,..; .)..l,,,- .Jl.,j ~ J_,..d-1 ;,,.;JS' 01 -.:,...:;1 ..:..,L.G.i.ll .:iu l_p-1_, , _r-01 ...,_.....;-' J_,...JI "--'2>J ul.0,1 

,y 4,-:lLJ_, ¼.>.- ,y ;__.J;_J,\ IP.! ;j')WI ~~~~I ~WI .1-# ~ o.i.,..l:l:-1 ~I o_,1.JI ~_,; ~ ,YJ ..:.,I_,,- o...lJ.; 

:\.vi ..:..,4W1 ,y ~_,.,..;:, ~ a.J_,~ () c.S_r'-1 ¼>-- 

JI J_,.,,_,Ji_, ¼.>.- ,y ~\ ~ Ji ,pf ¥:J _;S'\11 .)4)\ _;l,,:>:-1 0\1 ~_,pl ..:..,')\.J-1 os:.~ ~u _1-_,h; • 

c.S_r'-1 ¼.>.- ,y _p.5'1 ~.r--1 ~.,_:]I , .... A~\11 

4,111 23lt 51- l5 3 &-lt &,3--le5bU ail 5, o 

.)4)1 ..:..,~., ..:..,b.:;l\ .._,aJL=:- IP., ft? '-:-'J\_;j ~ • 

;i;.:...-4 96 9y ~., ..:..,~\ () ;ifa--,1 ~ • 

..:..,L,.,.l.>J.) ~I~~~ or-I.,,- ;j')'u:. J')l,:. ,y 4-;)\.,JJ ;__.J;_J,\ IP.! j>,Li:ll ,y '->--;.) ~I~ .i.,..l:l,.i j.:,:-.ul J_,u; ~ ,YJ 

Sims,2000. Davepart,2003.) ~.,_:]1 ..:..>W~\11 i\..l:,;,;..,,.,\ <) ~1 ~Ii_, .)4)1 ..:..,')~ ~I .!.IG.)i_, o_p.dl 

(Applegate,2003 

Customer-oriented .)4)1 ._.J.>:. ~ C:::-Y- 01 ~ .....Ji..:..JJ J5J1 ~~\II "->--.,:ll 01 =~~\II (\ 

'-!b:...:..., \Ii_, r-2L>.G- tl,..:,i_, .)4)1 ~ "->--y 01 ~ ..:..>4_,:.-11 JS'<) ;__.J;_J,1 ul,lW_, a.h..:..; \ 01 ($1 strategy 

.sh) g ,69,2a±) 

d- ;__.J;_J,\ .,_,...G ($.ill ~.,_:]I J,_rll jd c.rLI ~ '-?:...,..,, 0~ ~l:.:Ji ~lj .... \11 ;l,,:>:-1 01 : ~\.:.:;JI o_j:-JI ('I' 

±0! 5 le 5,atE Llt &Huy 2; +3.hill5 - z4 71231 ll! 5i9 s,-Y _,ya,,xJ 

-c.S_r'-\11 ..:..,l...h.:.\,\ ,y c_WI Ji y)I .:i~ L,;.;.;4) ~\ 
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t \.)\ oJJ\.i >½ 0fa ..:..,l.._,l,J.I 0.i,,. Js' .~I !.l_,L ,..;.,6.::J. I ,..;.,~\, .Jl,)\ Jy- ..;.,l.._,l,J.I j:.c_, :ul>_,.l,i.JI (i 

.,/'J' 4..,.)1 J_,..,_,.ll 0y.)I i.s"-J. ($.ill ~i,)1 r-!)\; JI ~_,_:)I ..;.,W~ ':YI ..y;.;_, .j.l.,..o l} ~ ~ 0"\..i;;.., ':YI ~ 

. .}½) t: J-l....:.11 ~), ;\._,:.,:-1 l) 0~;__,.,.;--4 )y .,/'J ;;_,,....,L..,')11 4--<!lt_,_, ~I a.....;W t,,,J\.-:.:Z JI ~..,hJI 

4,415 0,S5 Y L:Ehl s.is » 5h9 7545! is &.>11 l.Sy\ + 321bl z5-0 l-- 3yr :,z-/y±Sall (£ 

Fl 4,515Yl,st1lly cot;) eh5 e 5yllll is\5l! 5,5£ J'= sl cs,1 Eh) z'Astol 33y zb 

(pplegte,2003. Carke, 1998) 0y.j Js' t: J-l....:.11 ~;~':YI~ t,,,.i,:.\ ~ JI ...,_.,,~1 

.h,J 4:,>li if~ Jl_,--,, ':Y~ .')\...,JI~ J_,.dl J')\,:. ifµ w .)~\~~I o;bl ..;.,\+:,,-.i) ~J) ;,,,)_,..,..:J I o.},JI ~., 

..sl!#l+ -6 J! -5 ll-ca r\\ 9 4-- 33-0 tsth±Ehl 3 J+ &51ell eou-Nb653 

-~\~if ~.ill .__,..JJ ~ _..,..,L..,1 ~ ~':YI J-..t,.ll ;\..,:.>-~ if'l--41 ~~ '(!:!/ (....i;,; 

0')l.......l~ u_;I..WI ..;.,\5;...L,. y~~ I'""-' ;~':YI l} .i,:.')I\ r-=e 01 .1_;:, ~I l} ti,.~ ~..l>- ~_,J_,.s::; ;;_j,;\ il~I ~ 

'-:--!J.l:/ ~\ i\J .y- ')'w:,,; ~I l} ~I l}r-' ~ if' 4JIJ:, ~ ~':YI o.i,,. ;\..,:.,:- 1 J')\,:. if ~..l:l-1 ..:..,l:,.►._,l#I dl:J 

Ji),':YI ~ ~ JI ~~\ ..;.,Wd. \ l} ..:.,..ls; 1.i,,._, \4~1 .JG- l} ..]Ji----! ~., 4-µ, J_,.dl r1- H 4-µ, u_;L.WI 

.J_,11 ojil 0:-.,llLI 4J)~ .1\..6. ':YI ~ -ll-L,,..., \.i,,. 0':Y .')l.....J~ u_;I..WI ~ u; lb .IS"_;:, y, ~_,_:JI ;,)...JI l} U,.:.\...ul 

if <I_,--, ~ U.\.dl Ji),':YI t: ..::.,u')\.JI ..1.,-by l} r+" ;y ~ )\ ......id l 14 ifY JI ..t,.ll.=l~ ..:..,bW~ r--,ll l} j:.....:;_, 

J_,,d~ .r---=,) 1 lb ifY- ($.ill §.:J½ 6-i;bl ......id l ~~~I y, ~--4':YI 01 u;_, .J W .)\_f-~ µ1 r.il v\J-1 _,1 j.:,:-1...ul 

..;~_, ~ \.;; ¥1--4':YI ;l5:_;\'I if .!.:)I ~~._},fa ~ ~~ )r- (....i;,; J')\,:. if ~~\ r"J u!_r'-':YI ~ 

(Y • • ~ ~~ 1$.1,! _, 1..A,.,,y._ ~)-;,...h:11 

15 



s--lb»»ly)'u 95655l &l±±s» 54E» Rs»4 » a-,-- th! ,JI >\5ls 5yl>l &,x5- 0555 

. ..l,l.i:J I ~j WIJ.l\ ~l.:;J\ 
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,a........11 :JI 

8;-9I35N cl- &-.6 sb g } «9el 3 45±¥ +[5-\5 3 15S yell 29.-0 ,-A9 13-9\68 30 ,s91 ( 

()\;.. ~\ll UI _,1 ~\li ~I U\ J')'.;,:. 

t ~ 'r+"-" Lo 0~ ►l:..i~ J,!_,....:)1 ~ il! J..iJI ..:..,\S'_,.:Ji _,1 .:,ij~I ~ ►~Y-' :.:,:)IAAll ~J=,JI i:'>1-.11 ( \ 

j) 5±3ye col» -lb ell 3\ ce9\Ac y\a.l a\-I5ySg A33 ¢ Yl5- s,- sl lj-t2 

. (Boyett ~ JL..a;~1 a.J_,t.¢ Ji.:j ~1 .:,_,..JI ½ J;_,....:ll ..:rj -1:~ ~ ;;J.r" t:"-' ~1 ~ ~~1 

Joseph & Boyett,Jimmie,op.cit) 
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() --b ,Ssh -9t ya=f 14¥ es (G 5 85 549 has l-! at UN>b #l--4 e\-E Jy'YI z%>. 

~ ~!,-,,)'I J} . .a...JJ Lo-;/ r::" .~I ~\:11 cj J,WI ..:..,L...._;.,._, J) . ...a..l.1 ~ cJ)lj.~ ~Ll.ll ,vh/\ '\ W b~ 

15l sL &L±516s, .35.all55l9 s,5 halo ,] 12-63 4s5! &le\gs ,,5 cal 3u5 laL 5_2 
,.,-- - '-? - u-:--' r 

-"_;>..:11 .....t.:.. 0:/ \'\'It .:iL,; r, b~ (..)"':J½ cj C::'}1 J,l_ .'!,-,,)'I - ~1 (S.)~:11 ·•Lli"1 J.<- "·' •·•1 
- - ...., ~ YYJJ! '--:-->-"Y. ~ 

(µ_J_.J\ ...l.Lll <.kL). I_•\......,;/\ J)b.;/\ ;;_,. <- L.k.....J..Ji 
~ .J ' Y""'") - - 
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W - . · ~}1JWl.:,..uj1 1..i.;~_, ~ t;.r"-" \ y ~ ~ ~I ..l.Lll w..J ($~I .1-_;.:ll ~ T • \ t i I "-:!\.,, tJ :; 

' · - · i 8 4.:.-, ,ii.I.!~ J L:... \ •) ....J..¢. j.JL:.,. V 4-.;.. ~ J'.>\.,:. .y J} . ..d.l o.i,,. j-..,t;_, -~1 Jr""_, '<,>r"" '--'r"" _,,...._,, .:,.J :; - 
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-----------------11111111 
Abstract: 

The aim of this study to identify the reality of the application of the customer relations 

management in the Bank of Palestine-branches and offices Palestine Bank in Hebron 

governorate, where the study was conducted during the month of November of the 

year 2015m, and be a study of the staff of the Bank of Palestine in the branches and 

offices of the Hebron governorate who work in the department as well as the sections 

of the Marketing and Customer Service The sample size (35) male and female 

employees from the study. Where the study applied using the descriptive approach 

analytical work, using identify consisted of two parts, the First Section general 

statements, and section II questions described the reality of the application of the 

customer relations management in the Bank of Palestine which consists of (66) a 

paragraph distributed on three axs d · · al · SS , an statistic treatment usmg the program SP' 9. 

The results of the study showed that the li 3f e rea 1ty o the application of the customer 

relations management in the branches d fh 3f 
an o ces o the Bank of Palestine in the 

govemorate of Hebron was high which 
was measured through the mechanisms for the 

acquisition of new clients and to maintai 
111. current customers under the highly 

competitive environment where the atterti f h n ion o t e Bank of p l . 
a estine mechanisms for 

the acquisition of new clients and to maintain 
current customers hi 4, 

·· Ugh, according to the 
opinion of the staff of the Bartle of Palestine in th 

e govemorate ofB b 
ehron, as well as 

through the components of the customer relations m anagement w}, 
ere the results 

showed that the Bank of Palestine is aware of the importa 
nee of the ll . collection of 

information on clients to be used for the benefit of the custom 
er and the found, : 

both the distribution of creation of its clients or interviews and oth ation 
er means, \] · also the 

concern of the specificity of the clients and information concerning the 
m, also the 
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d t. ct tourists the use of modern technology in the cu 
.. ,cdividuals anc attrac • 36tome) 
interest O 111 

The challenges facing the Department Customer Relations i 
relations management . . . n 

l 
. there are many challenges that pose an obstacle or limited the 

the Bank of Pa estme, 

· 1 tion of the Department of customer relations which are 
absence of a special SeC 

. "th the study which affirms that the biggest challenge is the need to make 
consistent w: ' 

the highest effort in identifying the persons and the resources required for the 

implementation of such systems. 

Through the previous results had been reached, the search team to the need the 

attention of the Bank of Palestine with customer relationship more effectively, and 

work hard for the establishment of a special section of the Department of customer 

relations because the focus of the work of the treaty which help in the analysis of 

customers better and wishes and needs so that the bank to know how must preserve 

them, and the use of technology and the necessary hardware and software for devloping 

customer relations mar ·ll • • d 1 t of nagement, as we as to mcrease and improve the eve opmen 

methods of collecting infc: ·d ib it 110 1 ormat1on to customers so that the information collecte a ou 

clients more effectivel d a:: . . Y an eu1ciently m the understanding of their needs. 


