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Abstract :

This study aimed to identify the E-CRM impact on the ease of use
and customer satisfaction for the students of Palestinian universities in the
Gaza Strip and Moderating Role of Technological Expertise , as applied
in this study , four Palestinian universities are Islamic University of Gaza
, Al-Azhar University , Al Quds Open University and the University of
Agsa , also aimed to investigate the effect of a control variables (sex ,
age, owning a home computer , owning a line of Internet , university ,
university specialization , academic level , specialization in high school )
to achieve the level of satisfaction among customers user E-CRM
relationship.
| have been using descriptive analytical method for the suitability of the
nature of the study and to achieve that is designed search tool (
guestionnaire ) has designed this resolution in accordance with the four
axes reached 119 , paragraph each axis covers of these variables , and the
study population consisted of all students in Palestinian universities under
study and numbered ( 69 746 ) students . The research was conducted on
a sample of ( 382 ) students were chosen way Stratified random sample,
has been confirm validity and reliability of the questionnaire method
using retail midterm where the rate of stability before and after the
amendment 0.781 and 0.921 and the way Alpha Cronbach ranged alpha
coefficient between 0.875 and 0.968 , were the expense of honesty by
calculating the Pearson correlation coefficient for the degree of each
phrase with a total score and as a result there was a 7 vertebrae were
transactions linked to non- function has been deleted from the resolution
to become a number of paragraphs of resolution 112 , paragraph , and
after data collection and discharged on the program SPSS statistical has
to answer research questions and hypotheses and was the most important
results that have been reached that E-CRM Palestinian universities
increase student satisfaction which , as well as the greater technological
expertise among users of the electronic system of the greater satisfaction
and ease of use of the electronic system helps improve satisfaction , as
well as the impact of the experience technological Moderating variable
between the customer relationship management system , satisfaction and
the role of the ease of use of all of the components of customer
relationship management system and its relation to electronic complacent.
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(Plaa) Jladl) oz Mai-2
Model Summary®
Model R R Square | Adjusted R Std. Error of the Change Statistics
Square Estimate
R Square F Change dfl
Change
1].645° |.417 405 .65049 417 34.692 7
2| .661° |.437 424 .63998 .020 12.264 1
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ANOVA?

Model | Sum of Squares df Mean Square Sig.
Regression | 102.759 7 14.680 34.692 | .000"
Residual | 143.868 340 423
Total | 246.627 347
Regression | 107.782 8 13.473 32.895 | .000°
Residual | 138.845 339 410
Total | 246.627 347
Coefficients®
Model Unstandardized Standardized t Sig.
Coefficients Coefficients
B Std. Error Beta
(Constant) | .254 .152 1.669 .096
il slaally LléisYimean | .205 .083 137 2.458 .014
LaslsSlimean | .010 .087 .008 112 911
45 S @llelmean | .177 .085 125 2.078 .038
(lialimean | -.118 .065 -.119 -1.804 .072
45 8N lleall 3 5l0imean | .123 .070 .102 1.745 .082
405 ) et seomean | .064 .081 .060 799 425
Jralls siaYimean | .444 .077 441 5.729 .000
(Constant) | .217 .150 1.443 .150
Gl sladll LléisYimean | .161 .083 .108 1.940 .053
LaslsSlimean | -.019 .086 -.015 -.221 .825
A, S allelimean | 144 .084 101 1.703 .089
ikllimean | -.135 .064 -.136 -2.102 .036

248




A5 i) alleall 3 l3imean | .086 .070 .072 1.231 .219
Ay S Gleadll seomean | .013 .081 .012 .164 .870
Jeeally sliiaYimean | .365 .079 .363 4.598 .000
pladiuy) dgeumean | .320 .091 .249 3.502 .001
Coefficients®
Model Correlations Collinearity Statistics
Zero-order Partial Part Tolerance VIF
(Constant)
il sheally BléisYimean | 429 132 .102 .548 1.824
La i s<limean | .457 .006 .005 .351 2.850
45 8N cldealimean | .456 112 .086 AT7 2.096
clkl=limean | .413 -.097 -.075 .397 2.520
45 5 clleall s jlimean | .476 .094 .072 .500 2.000
405 ) et seomean | 535 .043 .033 .305 3.277
Jreally slia¥imean | .602 .297 .237 .289 3.461
(Constant)
Glesladdl BlésYimean | .429 .105 .079 .536 1.867
Lads<limean | .457 -.012 -.009 .348 2.877
45 8N cldealimean | .456 .092 .069 471 2.123
ll=limean | .413 -113 -.086 .394 2.536
45 S alleadl 3 l0imean | 476 .067 .050 .489 2.045
455 ) il seomean | 535 .009 .007 .295 3.388
Jreally sia¥imean | .602 .242 .187 .266 3.761
alaaiuyl dseumean | 596 .187 143 .327 3.054
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Collinearity Diagnostics®

Eigenvalue | Condition Index Variance Proportions
(Constant) LlsaYimean La sl sSlimean
e slaally
7.729 1.000 .00 .00 .00
.075 10.140 .14 A7 .00
.049 12.536 .20 .10 .00
.042 13.501 44 .04 .07
.038 14.170 .13 13 .05
.025 17.497 .02 42 .07
.025 17.531 .07 .09 46
.015 22.401 .01 .06 .34
8.704 1.000 .00 .00 .00
.076 10.678 .15 17 .00
.050 13.236 17 .10 .00
.043 14.256 A4l .03 .06
.039 14.940 17 13 .05
.026 18.330 .05 .07 44
.025 18.569 .03 .36 .03
.022 20.097 .01 A1 .07
.015 23.856 .01 .04 .34
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Collinearity Diagnostics®

Model Dimension Variance Proportions
alalimean oldalimean | @bleadisjlaimean | @ladll seomean Jia¥imean
EEPRNpY| A Ky A Ky Jraally
1].00 00 .00 00 00
2].01 08 .00 04 08
3].10 12 .36 01 00
41 .06 17 .00 09 07
1
5].01 09 .53 11 02
6].42 36 .10 04 05
71.39 03 .00 05 15
8].01 15 .00 66 63
1].00 00 .00 00 00
2].01 07 .00 04 07
3].11 16 .29 01 00
41.04 19 .04 08 05
2 5].02 .06 56 05 01
6] .22 01 .00 14 06
7].51 37 .10 03 03
8].08 00 .01 07 12
9] .01 14 .00 58 65
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Collinearity Diagnostics®

Model Dimension Variance Proportions
ahaiuyl A seumean

1
2
3
4

1
5
6
7
8
1]1.00
2] .01
3].01
41 .01

2 5].01
6] .14
71 .00
8] .80
9] .02
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Residuals Statistics®

Minimum Maximum Mean Std. Deviation N
Predicted Value | 1.0971 4.0737 2.3200 55732 348
Residual | -1.46990 3.00550 .00000 .63256 348
Std. Predicted Value | -2.194 3.147 .000 1.000 348
Std. Residual | -2.297 4.696 .000 .988 348
Model Summaryd
Model R R Square Adjusted R Std. Error of the Change Statistics
Square Estimate
R Square F Change dfl
Change
1] .645% 417 .405 .65049 417 34.692 7
2| .658° 433 419 .64248 .016 9.531 1
3] .676° .457 432 .63529 .024 2.102 7
-3
Model Summary®
Model Change Statistics Durbin-Watson
df2 Sig. F Change
1] 340° .000
2] 339" .002
3]332° .043 1.766
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Coefficients?

Model Unstandardized Coefficients Standardized ¢ Sig.
Coefficients
B Std. Error Beta
(Constant) | .254 152 1.669 .096
o sladdl LléisYimean | .205 .083 137 2.458 .014
Lads<limean |.010 .087 .008 112 911
A58 clbleellmean | .177 .085 125 2.078 .038
leellimean | -.118 .065 -.119 -1.804 .072
A 8l Gllea) 3 l3mean | .123 .070 102 1.745 .082
An 9 8N leadll seomean | .064 .081 .060 799 425
deeall slia¥imean | .444 .077 441 5.729 .000
(Constant) | .147 154 .953 341
Glaslaall LléisYimean | .147 .084 .099 1.741 .083
LaslsSlimean | .026 .086 .021 .304 761
A58 clbleellmean | .159 .084 112 1.886 .060
cldamean | -.117 .064 -.118 -1.815 .070
45,58 allead) 3 5l0mean | .099 .070 .083 1421 .156
A5 <Y @leadll aeomean .055 .080 .051 .692 489
Jreall slaia¥imean | .421 .077 419 5.479 .000
daslgsills palimean | .185 .060 .145 3.087 .002

254




(Constant)

Glasleadl LliisYimean

La ol sSllimean

45 <Y cllexlimean

old=limean

Ao KV Glleall 3 laimean

A gy cileadld) a=3mean

Janlly slsiaYimean

4l gl s alimean

4a ol o<l 3 ali* LlsisYimean

5l o sSilimean

s allFallelimean

3 uli*cldslimean

s_allrallesdl 5 laimean

5all* Glaadll .eomean

5l QUL JdaYimean

-.080

.219

-.168

.460

-.361

.213

722

-.115

314

-.054

.100

-.152

.148

-.050

-.329

.239

.398

.257

.263

.252

193

234

271

.233

.230

120

129

116

.097

113

126

.102

147

-.136

324

-.363

A77

671

-.114

247

-.132

.294

-.398

497

-.141

-1.062

.817

-.201

.854

-.640

1.828

-1.870

.909

2.669

-.493

1.367

-.455

773

-1.309

1.528

-.440

-2.608

2.348

.841

.394

.523

.069

.062

.364

.008

.622

172

.649

440

191

128

.660

.010

.019
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Excluded Variables®

Model | BetaIn t Sig. Partial Collinearity

Correlation Statistics

Tolerance
Lol S 5 palimean [ .145° 3.087 .002 .165 .756
L o) gl 5,80 BlasYimean | .174° 2.581 .010 .139 .369
5l d s<limean | .173° 2.779 .006 .149 434
s palrcllelmean [.173° 2.709 .007 .146 414
soal*ldalimean | .213° 3.284 .001 176 .398
3 alFeilleall 5 )dmean | .187° 2.784 .006 .150 .375
5al* clesll aeomean | .167° 2.568 011 .138 .400
5l QI JiaYimean | .216° 3.244 .001 173 377
Lo 5l ) 5 A W% LlisYimean | -.227° -1.067 287 -.058 .037
5l s s<limean | -.081° -.421 674 -.023 .045
5 alFclledimean | -.160° -.755 451 -.041 .037
5l gildalimean | .201° 1.104 270 .060 .050
5 al*cilled 5 ldmean | -.081° -.393 .695 -.021 .040
5al* cledll aeomean | -.210° -1.053 293 -.057 .042
5l (Il LaaYimean | .195¢ .986 325 .054 .043
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Residuals Statistics®

Minimum Maximum Mean

Std. Deviation

Predicted Value | 1.0662 4.1646 2.3200

Residual | -1.72908 2.98886 .00000

Std. Predicted Value | -2.201 3.238 .000 1.000

Std. Residual | -2.722 4.705 .000 978

.56973

.62141

348

348

348

348
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