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0 ABSTRACT O

The research sought to examine the relationship between relationship marketing on the one
hand, and between organization's mental image in Insurance companieson on the other
hand, where the researcher distributed a questionnaire to a sample of the employees
reached (130) questionnaire, since that (118) responses were received, and (110)
questionnaire were used in the analysis. To test the relationship, the researcher used the
Student T test for one sample, as well as the Pearson correlation coefficient.

The research concluded that there is a decrease in the level each of internal marketing,

continuous quality improvement, and attention to customer complaints in companies under
study, as well as a decrease in the level mental image in companies under study.
The research concluded that there is significant relationship between relationship
marketing and mental imageininsurance companies, and thus the existence of the role of
relationship marketingin improving of mental image. The research presented a set of
recommendations and proposals related to continuous improvement of product quality and
attention to customer complaints

Keywords: Relationship Marketing, Internal Marketing, Continuous Quality
Improvement, Attention to Customer Complaints, Mental Image, Insurance Companies.
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A 110 1.6800 .61730 .05886

20 Jlua) SPSS galiy aliialy (lasy! Jalall) @il ¢ juadl)

One-Sample Test:(4-1) ad; Jaal)
Test Value =3

T df |Sig. (2-tailed) Mean 95% Confidence Interval
Difference of the Difference
Lower Upper
A -22.427-| 109 .000 -1.32000- -1.4367- -1.2033-

20 J)\ua) SPSS galiy aladiabs Auasy) Juadl) il 1 juaal)

F(Bagall saiusal) Cppuail) piie (il AN bl o Al 3 clla) Jagia -2

ojdac) & (g3lly asall saivedll Cpenill Gu A chlall e duadl 3 Glls) davgie Glaas Giall) A8
(5-1) dsaall 3 a)ls 58 LS ¢(2.2000) (55l o siall (1S3 (D) el

& osbiral hasgiey Csuaddl bugdl G @ G s Hloal dald) B Al A e aSally
Jaal e alae) & Gua Al 85 salel 30 gl dlldy o(3) 56 priiad) GSH ulie
AN Jlea) Gad of a3 Gua ((6-1) 4y dsaad) 3 ly g LS il cujels sanls Aisel CuaginT
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SLlaY) bgie G dags 358 d5ay S @) Y [0=0.05/ AV (s5ine o il 25(si9)=0.000
Ngoae (e Bl Sligiven o A3aall (3) Gebitall Jass e slaie) 8 ALK any (53 V1 ¢ ubitall Jagiag
Slal) Cpuadl) piia o Colalad) lila) Jaugie Gm dagina @98 a8 Y AU dudajdl) LA dagli -
3(3)2bad) Jaugiag Bagall

a2 G sbaer Aall 2 8 ¢(3)abitall Janssia (s Jraal a5 (2.2000) o8 casmnall Janssiall el of Las
LaaY) e 45T Lo gag ¢ ainall Cpatll (e ek A @bl e 4315

One-Sample Statistics :(5-1)ad, Jgaal)
N Mean |Std. Deviation|Std. Error Mean
B 110 | 2.2000 44926 .04284
20 Jlsa) SPSS galiy aladiuls Slasy) Julasl) il : jaaal)

One-Sample Test:(6-1)ad; Jsaal)

Test Value = 3
T Df | Sig. (2- Mean 95% Confidence Interval of
tailed) Difference the Difference
Lower Upper
b -18.676-| 109 .000 -.80000- -.8849- -.7151-

20 lua) SPSS galiy alaiiuls Auaay) Jaladl) il @ juaall

(sDband) g5\ alaiaYY) piia (i AN Clal) Ao Al ) Cilla) Jagia -3

2 sl edanll (S ALY (Gsise pa ) Shleadl e Aiadl 2l Glils) Jagie lusy Gl L
(7-1) 4 Jsanll 3 3)l5 58 LS ¢(2.0200) (g5lun Jossiall (S8 (€) )Ml o3lac)

& bl hasgiey Csuadll bugdl G @ G sy Jloal Gald) B Al A e oSl
ol e slae¥) & Gia Anliall jdgeS salie) AnlKe) lal dldy ((3) sas st ST Gulie
AV Jlaa) dad o) aa Cus (8-1) ady Joaall (b 3l s LS il cupelay aaaaly dusad Cunpa g
Lusie on A G s g @ Y [0=0.05/ AN (s5iee e sral a5 (SiG)=0.000
bl sal) i sine Cp A3)Ra (3) Csbipall Jans e Slatiel 8 AaISY) any 63 Y] cebiall Jass i s cillaY)
gae (e

ol alaiaY) e 8 Cplalal) clila) baesia O drgine B aagi ¥ AL dadajdl) LA Aol -
:(3)dbad) Janigiag s3lanl)

A Gsbas Aad) 28 Gl ((3) Gubiall Lanisia e Jaal (a5 (2.0200) & Cisadll Lavisiall ded o Ly
LAY a8 Le gag eDlanll (5l pLaa Y] (gin el Al il e dailsal) axe
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One-Sample Statistics:(7-1) ai, Jgaal)
N Mean |Std. Deviation|Std. Error Mean
C 110 2.0200 48761 .04649
20 L)ua) SPSS gali alaiiuly Suaay) Jalatl) @il 1 juaall

One-Sample Test:(8-1)ad; Jgaall

Test Value = 3
t Df Sig. (2- Mean 95% Confidence Interval of
tailed) Difference the Difference
Lower Upper
C -21.079- 109 .000 -.98000- -1.0721- -.8879-

20 sa) SPSS galiy aliiials Slasy) Jlall) il : juaall

(i 2 3 guall) piie i ) clal) Ao Lial) A8 Cilla) Jauigia —4
(d) 30l oslac) &3 (535 Fadll Byseal) G A Chlall o Auall 2 Glls) dasgia Gluas Gald) L8
(7-1) 68 Jsaall 8 3l5 o LS ¢(2.2600) (st o giall ()18
& osbrall lasgiey Csuaddl bugdl Gn o G s Hloal Gald) B Gl dam e aSally
Jaa) e alae¥l 5 Gua cliall a5 oalie) 38K ol Glldy ¢(3) sas paesall S (e
AN Jlas) ded o aa Cus o(8-1)ad) Joaal)l d yly sa LS bl cupelay aaly Aual cinginT
Lusie On L G s g @ Y [0=0.05/ AN (s5iee e sral 4 (SiG)=0.000
A8 gl Ol gisa (A3 (3) Gubiall Lo gie dlaie) 8 AnSRY) a2 Y] el Jass i s cllaY)
gede (e
Aall §yguall jide o Cplaladl clila) Jaugie o daginae Bg0b a8 Y AU duadl LA dagd -
A 8 ((3) el Janigia o ial a5 (2.2600) b pvnal) Javigiall dad o ey 3(3) 2kl Jaugiag
s dam ST Lo sa cdadl) yseal) (siia el Al hlall o Al axe ) Gsbias Al
One-Sample Statistics:(7-1) a2; Jgaall

N Mean [Std. Deviation |Std. Error Mean

d 110 | 2.2600 46732 .04456
20 ,lua) SPSS galiy alaiiuly Alaay) Juladl) ilil @ juaal)

One-Sample Test:(8—1)ad, Jaal)

Test Value =3
t Df Sig. (2- Mean 95% Confidence Interval of
tailed) Difference the Difference
Lower Upper
-16.608-| 109 .000 -.74000- -.8283- -.6517-

20 J)ma) SPSS galiy aladinly Alaay) Jaladl) milld : jaaal)
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tdualyal) fpiia s Sl ) el il
o BLaY) el lans Gnldl 6 4001 §ipally AR Gusadll o Aysine ABNS 2ng3 -1
P VS il el i cAadll 8ypeally JR1N) 5 gul

Correlations:(9-1)ad; J sl

A D
Pearson Correlation 1 8237
a Sig. (2-tailed) .000
N 110 . 110
Pearson Correlation .823 1
d Sig. (2-tailed) .000
N 110 110

**_Correlation is significant at the 0.01 level (2-tailed).
20 J\ua) SPSS galiy aladiuls Alasy) Jubadll il : jaaal)

paall Aumj iy Glldl P=0.000 < 0=0.05 AVl Jlial dad of (9-1) &) Jsanll DA (e el
(A Aea e Al Bypally en o A3 Gugudl) Gn Aasiee ADIe dsass AL ALl Gacaydll il
Nagin Ak AL dsay o Ja Lae (0.823) ils [ Ggmum [ LLY) dalas G o Gan
LlayY) dalae Glusy Gl 18 c4280) ) geally Bagall jaleal) Guwalll (o dygina 4Bl 224 -2
P YIS il cyeda Gua Aualdll ygealls sasall vl Gaaill o

Correlations: (10-1) a2, Jgaall

B D
Pearson Correlation 1 904"
bSig. (2-tailed) .000
N 110 110
Pearson Correlation 904" 1
dSig. (2-tailed) .000
N 110 110

**_Correlation is significant at the 0.01 level (2-tailed).
20 JJma) SPSS galiy aladiuly Alaay) Jaladl) il : jaaal)

paall Lpmjp iy Gl P=0.000<0=0.05 aNall Jlaal ded of (10-1) a8y Jsaall DA (e el
A 0o Al ppally dea (o Basall sl Gueadll (g Aosiee ADle sag AL ALl daaydll i
Mgy Al Al dsay o Ja e (0.904) [Ogesn [ Bl Jales Gad izl of ua (g)al
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(L3 5 gually sdanl) (53 aLaia¥) (o Ao gina ABe 2243 -3
:‘533115 G.Sll'\]\ C'_D@_.La Gun daall) 3)gally eDlaadl (55l (J.A:&s\]\ Q:\,\.L:\.,C\JY\ Aalae liany Eald) (“G

Correlations:(11-1) a3; Jgaal

C D
Pearson Correlation 1 9517
c Sig. (2-tailed) .000
N 110 110
Pearson Correlation 951" 1
d Sig. (2-tailed) .000
N 110 110

**_Correlation is significant at the 0.01 level (2-tailed).
20 Llua) SPSS gl alaiiuly Auaay) Jaladl il @ juaall

panll Gumj miy Gl P=0.000<0=0.05 Vil Jas) ded of (11-1) &) Jsaadl DA e el
Aga e 20l aally dga (o eDlenll (GG Alaa¥liy dysine ABDle g ABW Aball dum )l Jas
Ny ok A ssas o Ja Lee (0.951) ils [Ogmumy Bl dales el ) Cam ()]

tGluagilly clalivigy)

ralatiswy o1

O Al 3 Clla) e gie Ay s Al Jae IS AN sl (g B mliasl @lla —1
cgnal) QIS Galiail LAY dai Ciyelals o(1.6800) Al Grgil) (ggine o alalal)

Dl s Javgie dl Gus Auhall Jae ASEN L Basall el Greaill (grie & aliasl @l —2
csasall Gl (mlaasl LaaY) Aa cijglils «(2.2000) el Cunill (sise e cplalell (e Al

Dl lla) havgia al Gus Auhall Jae ASE 3 oDlaall (5510 Hlaal] (e B alind) @l -3
csaaall Gl (mlaasl LaaY) da cijelils «(2.0200) il alaa¥) e Lo galalall (e Ainll

Oe Auadl 2 Glla) Jasgie il G bl Jae GIGEN 8 Ll Bysall (g b palisd) s —4
csiansal) Gy palead) HLaaY) Aain cujelils (2.2600) daadll 5)sall (e o cplalal)

o BLY) el gl Cua agadll yseally A2l Gasutll (o Tasine WDl 35a JLosY) @il Cuelil -5
Jagindanha ABle o Ju b ga5 ¢(0.823) (ysSaall (s pasiall

Jabe s G @ ldl) 5seally sasall il cpuatll On Gagine Ao 3pag LoV i Cell -6
Jagindanh ADle e Ju b a5 ¢(0.904) GuysSaall Gpaiall by

Jabe iy G il 5sally odanll (IS8 Alaa¥) o Gugine Ao 3gay HLEY) i Cyeldl =7
Jagin Lyl A8l Ao Ju b 545 ¢(0.951) 083l cppasiall G dals Y
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tGluagil) 12

pa PA e iy coplelal) s Ll e Al lbgine (3iad Cites QI Gusll sLaa¥) -1
e Olalall pain ) Ala) calpa¥ls ABIL G A anliall FLall gy dgasall mallls i)
S DA e atjaiats o leal) Jaal)

a3y daaaailly A8l ALal) iy Pl Ge llly cilaiiall 33l el Greal) o Jeall =2
Cnlelall A giaall g ) adys clasiall (8 Cagaall Julis ) A8la] cAaliall 3lsall Jody)

3] (558 (po (inilly ASEA) agh DA (e 3y ccanliall JCAL Lnllans $landl (55 slan¥l =3
LOSan iy ol (oS8l Sl AL ALK clehaY) 3l Jaeall IS st )

Aalall clobedl lats pan DA e iy cedlaal) ol Gt sam Al Bypa ol o Jedd) —4
Ll byyens sl bli paas ) Alla) deyea e 55 Al L Aaaall G bl Auly dakialy
giallaay Ciaal
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