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Abstract:

This study aimed to identify the impact of Customer Relationship
Management (CRM) on loyalty, and the role that modifies the technological
capabilities in Sudanese banks. The objectives of the study were to find out the
impact of Customer Relationship Management on loyalty and knowledge of the
role that modifies technological capabilities in the relationship between CRM on
loyalty. To achieve the goal of this study a questionnaire has been developed to
collect adequate data to achieve that goal. The study population consisted of
Sudanese bank customers, which were distributed 354 questionnaires to a number
of clients in the banking, retrieved 316 questionnaires. The study relied on the
descriptive and analytical approach. A total of statistical methods were used to test
the credibility and reliability of the data collected from the sample of study, since
the data have been subjected to advanced statistical tests, to test hypotheses and
validity.

The results indicated that there was no statistical relationship with a positive
impact of customer relationship management on loyalty. It is also showed that
there is no statistical relationship with a positive impact of technological
capabilities to modify the relationship between the management of customer
relationships and loyalty. There is no positive relationship between communication
and loyalty. And also there are no positive relationship between the treatment of
the problems and loyalty. There is a positive relationship between the trust and
loyalty. Human capabilities do not modify the positive relationship between
commitment and loyalty.

The study recommended by: Sudanese banks need to focus on developing its
capabilities related to responding to customer needs to get to a high level of
customer loyalty. As well as the need to increase the effectiveness of each of the
customer relationship management, and the aspects of technological capacities.
And improving the banks' ability to connect with customers, and through the
training of staff into banks on best practices to connect and communicate with
customers and serve them to achieve the loyalty for banks in the long term.
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awdl | Al Skl
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Table Person's Correlation Coefficient for All VVariables
Lty J yaall J yaalf A la
e e !
J Aoyl aladl | eDlaall
Juay | 1.000
) - 1.00
= 0.084 0
0.19| 1.00
adll | 0.038
1 0
) il | 0.289 0.19] 0.32| 1.00
il & .
- 15 0
0.35| 0.52| 0.47| 1.00
daalal) clyadll | 0.220
9 0 1 0
o 0.160 0.32] 0.60| 0.42| 0.90| 1.00
o e 4l 3] 71 5/ 0
0.00] 0.39| 0.24] 0.26| 0.25
COICEal) dallaa | 0.133 1.000
1 3 5 6 8
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Lty Jyaal) Jyaal) Al
R D D R
J iad) | i) | sl
Ju=t| 1.000
s ~| 1.00
=10.084 0
0.19| 1.00
3@ | 0.038
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2 | 0.289 0.19| 0.32] 1.00
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- 1 5 0
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(W & Lis S ) Alae) Jelas of obial (5-4)Jsanll =y

Average
Cronbach's Composite Variance
rho A

Alpha - Reliability Extracted
(AVE)
JLany) 0.583| 0.601 0.709 0.299
NP 0.836 | -0.341 0.032 0.166
A&l 0.760| 0.869 0.829 0.552
4yl )yl 0.724| 0.789 0.807 0.464
doalall el yaal) 0.519| 0.617 0.652 0.322
eDanll Hgna 0.542| 0.732 0.681 0.315
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0.611| 0.530 0.129 0.360
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G Alae 5 Cua Al Ay g2 o WSall 0.05 AV Giue e alacY)
13) Aglan) AV @y chEUH aats cadieall AV (Gsie dad pe caudinal dygindl
Sy Cua (0.05) i) AVA ggiae e sl sl AVAD G ded cuilS

Al ) el e Jiny A Hlaall DA (e dggial e ol

(6-4) &) Jsaa
Original | Sample | Standard
T Statistics
Sample| Mean | Deviation P Values
(I0/STDEV))
©)| (M) (STDEV)
<- JLaay)
2 0.130| 0.175| 0.131 0.992 0.322
e Daxl
<- JnlN
> s 0.031| 0.109| 0.187 0.167 0.868
e Daxl
<~
> 0.597| 0.597| 0.064 9.349 0.000
e axl)
— e dallee
20.006| 0.025| 0.097 0.061 0.952
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(7-4) &) Jsaa
Original | Sample | Standard
T Statistics
Sample | Mean | Deviation P Values
(I0/STDEV))
(©)| (M) (STDEV)
Sl jpme <= JLaNI| 0.063| 0.127|  0.125 0.506 0.613
eSlaxll s <= JENI| —0.058 | 0.031|  0.262 0.222 0.824
Sl jpme<— @l 0.469| 0.489|  0.070 6.661 0.000
<- ddl @)
> o DS 36| 0348|0119 3.083 0.002
e laxdl
9 <— QM\ Z\AJLM
~0.045| -0.006|  0.068 0.669 0.504
e landl
<o Jlal) Jse
2 ~0.147| -0.070 | 0.110 1.334 0.183
e landl
<- @  Jaxa
2 0.063| 0.045| 0.103 0.614 0.540
e laxll
<= e dallee Jane
~0.011| -0.008 |  0.080 0.135 0.893
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Sy Cua (0.05) Saal) AV Gsse o praal Candsall AVA (giae ded il
AL i) e JE A L)l DA e Byl e Capanl

(8-4) &) Jsaa
Original | Sample | Standard
T  Statistics P
Sample Mean | Deviation
(IO/STDEV]) | Values
(O) (M) | (STDEV)
eMaall jema <= JLa¥)|  -0.016 | -0.016 0.066 0.247 0.805
eSlanll Hsaa <= AlEN) 0.024| 0.012 0.084 0.288 0.773
eMazll jsaa <— 44 0.224 | 0.236 0.041 5.414 0.000
eMaall Hgaa <— dalall iyl 0.749 | 0.750 0.093 8.094 0.000
e <= OOISEL Asdles
0.000 | -0.021 0.075 0.005 0.996
& Dlall
eMaall Heaa <= Jlai¥) Jaxa 0.128 | 0.080 0.109 1.179 0.239
eDanll Hgaa <= AlEN) Jana 0.046| 0.056 0.091 0.505 0.614
eDaall Hgaa <— A8 Jama 0.037| 0.024 0.067 0.555 0.579
Dgae <— COICEA dallea Jaza
Sl 0.025| -0.011 0.076 0.329 0.742
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