p e 1A

Sudan University of Science & Technology
College of Post Graduate Studies

Relationship Contextual Variables and Relationship Marketing Performance :
The Mediating Role of Relationship Quality and
Moderating effect the Relationship duration
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Section 1 : General profile
This section consists of general questions, which are imporiant for us to know about the backgrounds

respondents in general. Please tick { ) clearly in the space that represents the most appropriale answer for
your case, a5 what provided below.

I. Please mention the name of insurance company vou are dealing with it

2, Your age vears

Less that 20 Yrs I:I from 2010 30 I:I froga 31 == 40 D
From 41 = 30 |:| over 50 vrs [:I

3, Gender
[, Bdake 2. female

4, Your marital sizius :

1. single 2. married 3. divorced 4. widowed 5. separate

A Youwr edocation bevel,

1. literate 2, Khalwa 3. primary 4. high school | 5. university | 6. paost
education schol diploma degree graduate

6. Relationship length with your company.
1. 2—4 2. 57 3. 88— 10 4 11—13 5. over 14




7. Your type dealing with company.

Meslor snsuerance

Fire +
CTHTEY

irru.rin:

engineering

miscelleneous

lvestock

| Teawel + | eedical

| aviation

Fxport cradii

Section 2 - This section inquires about relationship contextual variables regarding conflict handing |
communication, customer knowledge and technology basis CRM in your company. Please circle the most
appropriate number after the following sentences according 10 vour opinion about company through your
dealing with the company.

Stronglv disagree [Mzagree Meuitral Agree Strongly agree
1 2 3 4 5
| ltem Statement Strongly | Disagree | Neutral | Agree | Strongly
conflict handling | disagree o agree
I My company tries to avoid potential conflict | l 2 3 4 5
2 My company trics to solve main fest conflict | I 2 3 4 5
they create problem |
3 | My company has the ability to openly L 2 3 4 5
discuss solutions when problems arise
4 | The employees in the company have a best l 2 3 4 3
necessaries knowledge 1o serve me.
Ttem | Communication Strongly | Disagree  Neutral  Agree | Strongly
disagree agree
1 My company provides timely and trust | 2 3 4 5
worthy information
3 | My company fulfils it promises I . 3 4 5
4 | Information provided by company is accurate I . 3 4 ]
| for all mv questions
Item Customer Knowledge Strongly | DMsagree | Meotral | Apgree | Strongly
disagree | agree
I My company’s employees are willing to help I 2 3 | 4 3
Cuslomers in a responsive manner |
2 My company's fully understands the needs of I 2 i | 4 5
our key customers via knowledge leaning |




| Item Technology Strongly Disagree | Newtral | Agree | Strongly
disagree agree
| 1 My company's invest in technology 1o acquire I 2 3 4 5.
| and manage { real time ) customer | |
information
2 | My company's have a dedicated CRM I 2 3 4 5
technology in place |
3 My company's have technologies that allow | I 2 3 4 5
for one 1o one — communication with
potential _—
4 | Relative to our competitors the quality of our l 2 3 4 5
| information technology resources is large

Section 3 : The following paris describe the relationship if quality between your company and you, and this
comes through two concepts ( namely satisfaction and trust — please circle the most appropriate aumber
after the following sentences according to your opinion about the company through your dealing with the
company.,

Item | Satisfaction Strongly | Disagree  Neutral | Agree | Strongly
disagree agree
I My choice to use this company was a wise | 2 3 4 ]
ofe
2 lam always delighted with this company | 2 3 d 5
SETVICE
3 | | feel that the company dealing way with me 1 2 3 4 5
is acceplable
4 | I'think I did the right thing when 1 decided to 1 2 3 4 5
| use this company
5 | Owverall, lam satisfied from my relationship, | 2 3 4 5
- amd dmling with this cormpany
Item | Trust Strongly | Disagree | Meutral | Agree | Strongly
disapree apree
I | My company is very concernéed with security | l . 3 o4 5
| Tor my transactions .
2 My company's words and promises are I 2 |3 4 5
reliable
3 My company's is consistent in providing 1 2 I3 4 5
! quality services |
| Most of the company employees have a high I 2 3 4 5
credibility

Section 4 : The following pans describe the relationships marketing ( namely customer retention, customer
acquisition ) between vour company and you, this comes through two concepts ( customer retention, and
customer acquisition) please circle the most appropriate number after the following sentences according to
vour opinion aboul the company through vour dealing with the company.



Licm Customer retention Strongly | Disagree | Newfral | Agree | Strodgly
disagree | agree

I My company’s maintain in interactive two - I 2 3 4 5
Wiy communication with our customers

2 | My company's actively stress customer ] 2 ? 3 4 ]
lovalty or retention programs

3 | My company's integrate customer information ] 2 '| i 4 5
ACross customer contact points

4 My company's are struciured o optimally | 2 { 3 4 5
respond 1o groups of customers with differemt | l
| value o o L . N

B 5 |My company's systematically amtempt 1o l 2 | 3 4 3
manage the expectations of high valee I
CUSIIMErs
Item Customer Acquisition Strongly | Disagree | Neutral | Agree | Strongly
disagree agree

I My company's attempt to build long = term I 2 3 E| 5
relationship with our high - value customers

5 My  company’s 5yu=malir:.a_.1-]§-_ present ] 2 | 3 4 ]
differemt  offers to prospects based on the i

B prospects economic value |

3 | My company's differentiaste our acquisition 1 2 E 4 5

investments based on customer value | '

Section 5 : The following parts describe the relationships duration between vour company and you, please
circle the most appropriate number after the following sentences according to your opinion about the
company through your dealing with the companv.

Customer Acquisition

1--3

4—s| 79

-12

13 and |
AN'Er

How many vears vou dealing with this
| company

|

!

MNotice : If you want a free copy of results , a free copy of results will be send , kindly enclose tour tinle and
tel. number in the bellow box.

Your name

Tel. No, or Email

Your sddress

Thank you for vour participation in this survey
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