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The Effect of Social Media Use on Customer Loyalty Customers
Relationship Management By Jordan Telecommunications Companies
— A Field Study Conducted By Students Of Private Universities In
Amman
Prepared By : KHALED IRSHEID JAZI AL-GHATHYAN
Supervised By Dr. :SAMEER MOUSA MAHMOUD AL-JABALLI

ABSTRACT

The aim of this study was to know the impact of using social media on customers'
loyalty through customer relationship management by Jordan Telecommunications
Companies. For the purposes of this study, the researcher has used the analytical
descriptive method through applying the study instrument on a sample consisting of (210)
students from Jordan Private Universities in Amman (Middle East University, Al-Isra ‘a
University, Al-Zaytoneh University, Petra University), clients of Jordan
Telecommunications companies and users of social media (Facebook, Instagram, Tick
Tock) selected by simple random method.

The study has shown that there is statistical significant effect for using social media
(Facebook, Instagram, Tick Tock) on the students loyalty of Jordan Private Univrsities in
Amman to Jordan Telecommunications Companies at a level of (a < 0.05). It also showed
that there is a statistical significant effect for using social media (Facebook, Instagram,
Tick Tock) on the customers relationship management by Jordan Telecommunications
Companies on the students of Jordan Private Universities in Amman at a level of (a <
0.05). There is also a statistical significant effect for using social media (Facebook,
Instagram, Tick Tock) on the students loyalty of Jordan Private Universities in Amman
through the customer relationship management of Jordan Telecommunications
Companies at a level of (a < 0.05). on the light of these results the study has recommended
to increase the effectiveness of employing customers relationship management of social

media at Jordan Telecommunications Companies.

Keywords: social media, customers loyalty, customer relationship management,

private university students in
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0.798
0.739
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dLals

* The indirect effect is by multiplying
the direct effect values between
variables.

* RMSEA: Root Mean Square Error
of Approximation must proximity to
0.

* CFIl: Comparative Fit Index must
proximity to 1.

* CMIN: is the chi-square value.

* CMIN/DF: is chi-square value
correcting for sample size. This should
be less than 3 in a good fitting model.

* GFIl: Goodness of Fit Index must
proximity to 1.

0.86 x 0.88 =0.76 + 0.26 = 1.02

GFI Goodness of Fit must Proximity 83 gall dae e dige
CFI Comparative Fit Index Oolall dae) gall 5iiga
RAMSEA | Root Mean Square Error of Approximation | Jaw gia sl aw yill  H3all
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