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The Abstract

This study deals with the impact of customer relationship management on
realizing a competitive advantage in banking sector, and it aims to
identify the interest degree of commercial banks to practice the concept
of customer relationship management and its impact on realizing a
competitive advantage. It also aims to identify the interest degree of these
banks to practice the supporting functions of the concept of customer
relationship management and their impact on modifying the relationship
between practicing this concept and realizing a competitive advantage. In
this study the analytical descriptive method is used, the Sudanese Faisal
Islamic Bank and Omdurman National Bank have been chosen to
represent the field study sample, a questionnaire has been designed and
distributed to employees in the cities of major capital which are the city
of Khartoum, the city of Omdurman and the city of Khartoum North, the
number of the study population amounted to 1219 items, 720 items
represent Sudanese Faisal Islamic Bank and 499 items represent
Omdurman National Bank, the number of the study sample amounted to
396 items representing percentage of 32.5% and they have been
distributed in a deliberate manner to managers of administrations and
branches ,and to vice managers and heads of departments, and in a
random manner to the rest of the staff. The questionnaire has been
distributed according to a sharing manner proportionately to employees
of the two banks, 233 questionnaires have been distributed to the staff of
Sudanese Faisal Islamic Bank and 163 questionnaires to the staff of
Omdurman National Bank, the recovered valid questionnaires which used
in the analysis amounted to 307 questionnaires and they represent 76%.
The hypotheses of the study represented in two main hypotheses and
several sub hypotheses branched from them, the first main hypothesis
dealt with testing the relationship between the practice of customer
service management and achievement of a competitive advantage while
the second main hypothesis dealt with testing the role of supporting
functions of customer relationship management on modifying the
relationship between practicing customer relationship management and
building a competitive advantage. The study results show that applying
the concept of customer relationship management leads to achievement of
a competitive advantage in banking sector, also practicing marketing
function, information technology and customer service modifies and
strengthens this relationship but modifying is limited. From study
findings it has been shown that there is an interest in practicing and
applying the concept of customer relationship management through
interest in employing owners of academic qualifications which directly
are relevant to banking business. Also the two banks possess human
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resources which are characterized by high academic qualifications and
good experience for customers service . The study results illustrated that
managements of the two banks recognize the importance of practicing
functions that lead to acquiring, preserving and strengthening ties with
customers through owning wide-extent windows of Automated Teller
Machine by the bank for providing customers with better information,
also managements of the two banks seek achievement of a competitive
advantage through achieving customer satisfaction via interest in
measuring customer satisfaction with presented services and seriously
dealing with views and complains of customers. They also, seek
achievement of a competitive advantage through keeping the market
share through maintaining customers. The study has contained many
recommendations including, the concept of customer relationship
management should be really and actually practiced, through specifying a
specialized management to consider customers, methods of acquiring,
preserving and strengthening relationship with them. It should be
confirmed that preserving customer is less expensive than acquiring new
ones. Attention should be paid to functions of marketing and customer
service, because that leads to achievement satisfaction and loyalty of
customer, market share growth, and distinction. The researcher, for
further academic study and research in future, recommended that impact
of this concept should be studied on another service or productive sector.
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*xxxx* Method 1 (space saver) will be used for this analysis **x**x*x*
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24
25
26
27
28
29
30
31
32
33
34

RELIABILTITY ANALYSTIS - S CALE (AL P HA)
Mean Std Dev Cases
1. Q1 4.3684 .4956 19.0
2. Q2 4.1579 .6021 19.0
3. Q3 3.8947 .9941 19.0
4. Q4 4.5263 .5130 19.0
5. Q5 4.1053 .8093 19.0
6. Q6 3.8421 1.1187 19.0
7. Q7 3.5263 1.0203 19.0
8. Q8 4.6842 L4776 19.0
9. Q9 3.8947 L7375 19.0
10. Q10 4.2105 .6306 19.0
11. Q11 3.7368 1.1471 19.0
12. Q12 4.0526 .7050 19.0
13. Q13 3.3158 1.3765 19.0
14. Q1l4 4.3684 .5973 19.0
15. Q15 4.0000 .9428 19.0
16. Qle 4.3158 . 7493 19.0
18. Q18 3.7368 1.2402 19.0
19. Q19 3.5789 1.0706 19.0
24. 024 3.9474 .9113 19.0
25. 025 3.7895 1.1822 19.0
26. 026 3.5789 1.2164 19.0
27. Q27 3.9474 1.0788 19.0
28. 028 3.8947 1.1002 19.0
29. 029 4.0000 .8819 19.0
30. Q30 3.8421 .9582 19.0
31. 031 4.1579 .6882 19.0
32. Q32 4.2105 .8550 19.0
33. Q33 4.0000 .6667 19.0
34. 034 3.8421 .9582 19.0
35. Q35 3.7368 .7335 19.0



35
36
37
38
39
40
4
i)
43
44
45
46
47
48
49
50
51
52
53
54
55
56
61
62
63
64
65
66

O O O O O O O O O O O O O O O O O O O O o O o o o o o o

36. Q36 3.8421 .9582 19.
37. Q37 4.3158 .8201 19.
38. 038 4.2632 .6534 19.
39. Q39 3.5789 1.1698 19.
40. Q40 3.7368 .9912 19.
41. Q41 3.7368 .7335 19.
42 Q42 3.6842 .8852 19.
43. 043 3.5263 1.1239 19.
44 . Q44 4.0000 L4714 19.
45. Q45 4.1053 .7375 19.
46. Q46 3.6842 .8852 19.
47 . Q47 3.5789 .9016 19.
48. Q48 3.7368 1.1471 19.
49. 049 3.7895 1.0842 19.
50. Q50 3.5789 1.2164 19.
51. 051 3.6842 1.1572 19.
52. Q52 4.1579 .8342 19.
53. 053 4.0526 .9113 19.
54. Q54 4.1053 .8093 19.
55. Q55 4.1579 .7647 19.
56. Q56 4.2105 .7873 19.
57. Q57 4.2105 .4189 19.
62. 062 3.5789 1.1213 19.
63. 063 3.8947 1.2425 19.
64. Q64 4.2632 .9912 19.
65. Q65 4.1579 1.0145 19.
66. Q66 4.0000 1.1055 19.
67. Q67 4.1579 1.0145 19.
N of
Statistics for Mean Variance Std Dev Variables
SCALE 269.2105 1564.6199 39.5553 68
Reliability Coefficients
N of Cases = 20.0 N of Items = =

68

Alpha = .9767



Reliability

**xxxxx Method 1 (space saver) will be used for this analysis *****xx

RELIABTILTITY ANALYSTIS - S CALE (AL P HA)
Mean Std Dev Cases
1. Q1 4.4000 .5026 20.0
2. Q2 4.2000 .6156 20.0
3. Q3 3.9500 .9987 20.0
4. Q4 4.5000 .5130 20.0
5. Q5 4.1000 .7881 20.0
6. Q6 3.8500 1.0894 20.0
N of
Statistics for Mean Variance Std Dev Variables
SCALE 25.0000 11.2632 3.3561 6

Reliability Coefficients
N of Cases = 20.0 N of Items = 6

Alpha = .8058

Reliability

FAAxxx Method 1 (space saver) will be used for this analysis ***x*xx*

RELIABILTITY ANALYSTIS - S CALE (AL P HA)
Mean Std Dev Cases
Q7 3.5500 .9987 20.0
Q8 4.6500 .4894 20.0

3. Q9 3.8500 . 7452 20.0



“u b W N

4. Q10 4.1500 .6708 20.0
5. Q11 3.7500 1.1180 20.0
6. Q12 4.1000 .7182 20.0
7. Q13 3.3000 1.3416 20.0
N of
Statistics for Mean Variance Std Dev Variables
SCALE 27.3500 17.0816 4.1330 7
Reliability Coefficients
N of Cases = 20.0 N of Items = 7
Alpha = .7700
Reliability

**xxxx* Method 1 (space saver) will be used for this analysis *****xx

RELIABILTITY A NALYSTIS - S CALE (AL P HA)
Mean Std Dev Cases
1. Q14 4.3500 .5871 20.0
2. Q15 4.0000 .9177 20.0
3. Ql6 4.3500 . 7452 20.0
5. Q18 3.8000 1.2397 20.0
6. Q19 3.6000 1.0463 20.0
N of
Statistics for Mean Variance Std Dev Variables
SCALE 24.3500 13.1868 3.6314 6

Reliability Coefficients

N of Cases = 20.0 N of Items = 6



Alpha = .7553

Reliability

FAAxxx Method 1 (space saver) will be used for this analysis ***x*xx*

RELIABITLTITY ANALYSTIS - S CALE (AL P HA)

Mean Std Dev Cases

Reliability

FAAxxx Method 1 (space saver) will be used for this analysis ***x*xx%

RELIABILTITY ANALYSTIS - S CALE (AL P HA)
Mean Std Dev Cases
1. Q24 3.9500 .8870 20.0
2. Q25 3.8500 1.1821 20.0
3. Q26 3.6000 1.1877 20.0
4. Q27 3.9500 1.0501 20.0
5. Q28 3.9500 1.0990 20.0
N of
Statistics for Mean Variance Std Dev Variables
SCALE 19.3000 21.3789 4.6237 5

Reliability Coefficients

N of Cases = 20.0 N of Items = 5



Alpha = .9047

Reliability

FAAxxx Method 1 (space saver) will be used for this analysis ***x*xx*

RELIABTIILTITY ANALYSTIS - S CALE (AL P HA)
Mean Std Dev Cases
1. Q29 4.0000 .8584 20.0
2. Q30 3.8500 .9333 20.0
3. Q31 4.1500 .6708 20.0
4. Q32 4.2500 .8507 20.0
5. Q33 4.0000 .6489 20.0
N of
Statistics for Mean Variance Std Dev Variables
SCALE 20.2500 7.7763 2.7886 5

Reliability Coefficients
N of Cases = 20.0 N of Items = 5

Alpha = .7352

Reliability

**xxxx* Method 1 (space saver) will be used for this analysis *****xx

RELIABILTITY A NALYSTIS - S CALE (AL P HA)
Mean Std Dev Cases
1. Q34 3.8500 .9333 20.0

2. Q35 3.7500 .7164 20.0



3. Q36 3.8500 .9333 20.0
4. Q37 4.3000 .8013 20.0
5. Q38 4.2500 .6387 20.0
6. Q39 3.5500 1.1459 20.0
N of
Statistics for Mean Variance Std Dev Variables
SCALE 23.5500 17.7342 4.2112 6
Reliability Coefficients
N of Cases = 20.0 N of Items = 6
Alpha = .8875
Reliability

**xxxx* Method 1 (space saver) will be used for this analysis *****xx

RELIABILTITY A NALYSTIS - S CALE (AL P HA)
Mean Std Dev Cases
1. Q40 3.7500 .9665 20.0
2. Q41 3.7500 .7164 20.0
3. Q42 3.7000 .8645 20.0
4. Q43 3.5500 1.0990 20.0
5. Q44 4.0000 .4588 20.0
6. Q45 4.1000 .7182 20.0
N of
Statistics for Mean Variance Std Dev Variables
SCALE 22.8500 15.3974 3.9239 6

Reliability Coefficients

N of Cases = 20.0 N of Items = 6



Alpha = .8782

Reliability

FAAxxx Method 1 (space saver) will be used for this analysis ***x*xx%

RELIABILTITY A NALYSTIS - S CALE (AL P HA)
Mean Std Dev Cases
1. Q46 3.6842 .8852 19.0
2. Q47 3.5789 .9016 19.0
3. Q48 3.7368 1.1471 19.0
4. Q49 3.7895 1.0842 19.0
5. Q50 3.5789 1.2164 19.0
6. Q51 3.6842 1.1572 19.0
7. 052 4.1579 .8342 19.0
N of
Statistics for Mean Variance Std Dev Variables
SCALE 26.2105 27.9532 5.2871 7

Reliability Coefficients
N of Cases = 19.0 N of Items = 7

Alpha = .8494

Reliability

FAAxxx Method 1 (space saver) will be used for this analysis ***x*xx%

RELIABITLTITY ANALYSTIS - S CALE (AL P HA)

Mean Std Dev Cases



1. Q53 4.0526 .9113 19.0
2. Q54 4.1053 .8093 19.0
3. Q55 4.1579 .7647 19.0
4. Q56 4.2105 .7873 19.0
5. Q57 4.2105 .4189 19.0
6. Q58 3.7895 .8550 19.0
N of
Statistics for Mean Variance Std Dev Variables
SCALE 24.5263 12.8187 3.5803 6
Reliability Coefficients
N of Cases = 19.0 N of Items = 6
Alpha = .8633
Reliability

FAAxxx Method 1 (space saver) will be used for this analysis ***x*xx%



Reliability

**xxxxx Method 1 (space saver) will be used for this analysis *****xx

RELIABTILTITY ANALYSTIS - S CALE (AL P HA)
Mean Std Dev Cases
1. Q63 3.9500 1.2344 20.0
2. Q64 4.3000 .9787 20.0
3. Q65 4.1500 .9881 20.0
4. Q66 4.0000 1.0761 20.0
5. Q67 4.2000 1.0052 20.0
6. Q68 3.9000 1.0208 20.0
N of
Statistics for Mean Variance Std Dev Variables
SCALE 24.5000 30.8947 5.5583 6

Reliability Coefficients

N of Cases = 20.0 N of Items = 6

Alpha = .9410



