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Abstract:

The objective of the research is to address the impact of
foreign direct investment on Sudanese exchange rate of currency
A case study Arab Direct investments 1990-2012. The research
adopted the analytical descriptive method specifically the econo-
metric method. The problem of research was a major question:
What is the impact of Arab investments on the exchange rate
in Sudan? .The most important hypotheses of research are: the
existence of a positive relationship between foreign direct invest-
ment and the price of the Sudanese currency exchange, and a
positive relationship between the national income and the price
of the Sudanese currency exchange, and the existence of an in-
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verse relationship between inflation and the price of the Sudanese
currency exchange. The research found a number of the most im-
portant results: that the increase in the volume of Arab investments
leading to the improvement of the Sudanese currency exchange
rate, the high rate of inflation leads to the deterioration of the Su-
danese currency exchange rate. The research found a number of
recommendations including: facilitating procedures and laws and
improve the investment climate in Sudan to attract more Arab cap-
ital in order to improve the value of the Sudanese pound, as rec-
ommended research to control the money supply and reduce in-
flation rates and thus improve the value of the Sudanese currency
exchange rate.
Keywords: Arab Investments, National Income, Inflation,
Exchange Rate.
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Hypothesized Percent 1 Percent 5 Likelihood
(No. of CE(s Critical Value | Critical Value Ratio Eigenvalue
** None 54.46 47.21 64.32088 0.718853
At most 1 35.65 29.68 22.44793 0.396037
At most 2 20.04 15.41 5.807940 0.092322
At most 3 6.65 3.76 2.611361 0.076082

denotes rejection of the hypothesis at 5%(1%) significance level (**)*

L.R. test indicates 1 co integrating equation(s) at 5% significance level
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Mean 1.884726 40.82174 64611.86 11664.67
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Maximum 3.573700 130.4000 243412.8 56781.30
Minimum 0.045000 4.900000 110.1000 121.8000
.Std. Dev 0.992546 45.31800 68831.72 16291.36
Skewness -0.659856 1.005461 1.037723 1.495369
Kurtosis 2.275177 2.319182 3.178741 4.149190
Jarque-Bera 2.172550 4.319513 4.158616 9.837435
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Sum 43.34870 938.9000 .1486073 268287.5
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(Dependent Variable: LOG(EX

Method: Least Squares

Date: 07/27/18 Time: 08:33

Sample: 1992 2012

Included observations: 21

Convergence achieved after 13 iterations

Backcast: 1991

.Prob t-Statistic Std. Error | Coefficient Variable
0.0655 1.968939 0.084746 0.166861 (LOG(ARI
0.0420 -2.199324 0.247587 -0.544524 (LOG(INF
0.0000 6.826073 0.045138 0.308115 (LOG(NI
0.0000 32.72825 0.028933 0.946920 (MA(1

6.811135 Mean dependent var 0.834148 R-squared
1.793438 S.D. dependent var 0.804880 Adjusted R-squared
2.541648 Akaike info criterion 0.792204 S.E. of regression
2.740605 Schwarz criterion 10.66899 Sum squared resid
1.563960 Durbin-Watson stat -22.68730 Log likelihood
161.7001 F-statistic

0.000001 (Prob(F-statistic

Inverted MA Roots
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Abstract:

The study dealt with the role of administrative innovation in
the effectiveness of institutional performance by applying to the
Kenana Sugar Company. The study aimed to clarify the problem
of administrative innovation and analyzing it and recommending
it to be addressed. The problem of the study was the weakness
of the ability of the Kenana sugar company on the effectiveness
of the institutional performance, because of the lack of adminis-
trative creativity. Therefore, the problem can be shaped by the
following question: What is the role of administrative innovation
in the effectiveness of institutional performance at the Kenana
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Sugar Company? The main hypothesis was that there is a statis-
tically significant relationship between the role of administrative
innovation and the effectiveness of institutional performance. The
descriptive analytical method was applied and a questionnaire was
used to collect the data, the sample was randomly taken and it
was distributed to the employees of the Kenana Sugar Compa-
ny, to a number of (50) person. The study reached a number of
results, including: that there is a relationship between administra-
tive creativity and the effectiveness of institutional performance,
generating ideas and participation in decision-making resulting in
administrative creativity, strategic thinking helps the institution to
benefit from its scarce resources, and the culture of the institution
has a great impact in generating ideas and opinions affecting the ef-
fectiveness of the performance. The study also recommended that
the institution should adopt more creative ways of thinking about
how to identify future issues. The institution should rely on strate-
gic thinking in formulating its mission and give opportunity to the
employees to present their creative ideas.
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Abstract:

Objective of the research to know the role of organizational
justice in job commitment for faculty members in Sudanese uni-
versities (Case Study on Faculties of Administrative Sciences),
descriptive analytical method was adopted and the questionnaire
was set as a tool for data collection. The research achieved sev-
eral results. As there is a convergence in the viewpoints of the
respondents on the role of implementing organizational justice
along its dimensions (distributive justice, procedures justice,
transactional justice) on a job commitment dimensions (emo-
tional commitment, normative commitment, continuous com-
mitment) to the faculty members in the faculties of administra-
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tive sciences in Sudanese universities, with the different level of
attachment and procedural justice occupied the first place in terms
of the orientations of faculty members in the faculties of administra-
tive sciences, followed by distributive justice and transactional jus-
tice. Most notable recommendations are to design a precise system
for salaries, incentives and rewards to all faculty members in the
faculties of administrative sciences fairly, to promote the principle
of distributive justice in addition to distributing and dividing work
and academic burdens according to academic qualifications among
all faculty members in a way that achieves justice and equality and
thus achieves the principle of distributive justice. Full commitment
to impartiality, transparency and integrity in all procedures and de-
cisions within the university and college to consolidate the principle
of procedural and distributive justice, which contributes to increase
the level of job commitment with its various types
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Abstract :

The study entitled The Role of Zakat in Reducing Poverty and
Unemployment and Creating Economic Development in Sudan
aims at an applied study of the White Nile State (2005-2008 AD).
To find out the problem that lies in the weak role of Zakat in reduc-
ing poverty and unemployment rates and improving the standard of
living in Sudan’s societies in its cities and rural areas. Addressing
the mechanism of distribution and collection clearly guarantees
the fairness of collection and distribution in a way that achieves
the elimination of negative phenomena in society and ensures a
decent life. The study is also based on the most important goals of
knowing the role of Zakat in eliminating poverty and unemploy-
ment amongthebeneficiariand knowledge of the role of zakat in
economic development and the promotion of production, projects
and investment.Knowing the role of zakat in economic conditions
in improving the standard of living by providing decent living.The
study used descriptive historical method and theoretical analysis
based on data.The study also assumed the following hypotheses:
There is a statistically significant relationship between the role of
Zakat and the alleviation of poverty and unemployment. There is a
statistically significant relationship between zakat money and eco-
nomic development in society. There is a statistically significant
relationship between zakat and productive projects.The study also
found the most important results of the weakness of the role of
Zakat in addressing extreme poverty and reducing unemployment
rates by providing decent livelihoods by owning productive proj-
ects. There is no tangible role for Zakat in improving the economic
conditions that lead to an increase in income and an improvement
in the standard of living. Poor studies of needy families’ cases due
to lack of credibility, realism, and accurate data counting, which
leads to negative deviations in the distribution process for the actu-
al beneficiaries without courtesy, favoritism, or any other improper
methods. It does not show any role for zakat in achieving econom-
ic stability that leads to economic development.The study reached
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the most important recommendations: It is necessary to take into
account the control of distribution channels according to the banks
specified by the Holy Book through a mechanism that guarantees
the safety of distribution and improving the method of selecting
the community-based Zakat distribution committees at the level of
neighborhoods, villages and furqgan. The non-interference of the
state, political leaders and those with influence in the distribution
process and preventing the disbursement of zakat money in other
than its specified and designated banks.

Key Words :The roleof Zakat.alleviating poverty.Unem-
ploymentcreating economic .development.
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Abstract:

Abstract of the study - no social variables and their relation-
ship to emerging crimes Abstract: The paper aimed to know the
social variables and their relationship to emerging crimes and
to clarify some types of emerging crimes and to identify their
causes and motives. Caused a kind of new crimes. This paper
can also provide an important and reference database that will
be an addition to the scientific library from which researchers
and those interested in this field can benefit. It also found that
the perpetrators of these crimes of a technical nature are crimes
that transcend continents and political borders, the most prom-
inent social variables leading to the phenomenon of globaliza-
tion and the negative consequences it carries, in addition to the
spread of corruption and other social, psychological and political
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variables. The most important recommendations were the need to
raise awareness of this type of crime. What is new is the need to
eradicate technical illiteracy so that individuals do not fall victim
to this type of crime. To put in place strict international and global
policies to limit the spread of these crimes.
Key waords: varibles,social,new crimes.deviant behavior,pattrrms.
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Abstract:

The study dealt with administrative empowerment and its
impact on the quality of job performance by applying to the Na-
tional Ribat University, and the problem of the study is to eval-
uate the nature of administrative empowerment prevailing at the
National Ribat University and its impact on the quality of job
performance and the formation of positive or negative behavior-
al patterns for employees at the National Ribat University. The
study aimed to identify the level of administrative empowerment
at the University of National Ribat University from the point of
view of its employees. A study and analysis of the impact of ad-
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ministrative empowerment and job performance quality at the Na-
tional Ribat University. The study used the descriptive analytical
method by collecting data through a questionnaire, information
and statistics related to the subject of the study and from books,
reports, periodicals and the international information network, and
categorizing them in the form of tables, indicators and graphs, us-
ing statistical packages for the statistical social sciences. The most
important results of the study were that there is a positive direct re-
lationship between the sub-domains of the job empowerment scale
and the total degree of job commitment. And that the trends of the
study sample towards both functional empowerment and organiza-
tional commitment were to a good degree.
Keywords: administrative empowerment, quality of job per-
formance.
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ABSTRACT:

This study aims to test the relationship between foreign cur-
rency auctions and the stability of the exchange rate in Sudan
for the period (May 26-July 29, 2021 AD). The inductive and
the statistical analytical method using the Eviews program. The
analysis showed that the foreign currency auctions caused the
stability of the foreign exchange rate in Sudan during the study
period, and this proves The positive impact of currency auctions
on the stability of the foreign exchange rate. A set of results were
reached, the most important of which is the foreign currency auc-
tions at the Central Bank that have an impact on the stability and
control of the exchange rate during the study period and can be
economically relied upon. In addition, foreign exchange rates are
one of the most important economic indicators that The state’s
economic status is shown because stability in this influence leads
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to stability in the overall economy and vice versa.
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Variable Coefficient Std. Error t-Statistic .Prob

C 436.5137 13.37564 32.63498 0.0000

X -0.000441 0.000376 -1.171181 0.2859
R-squared 0.186073 Mean dependent var 421.7500
Adjusted R-squared 0.050418 S.D. dependent var 12.98075
S.E. of regression 12.64929 Akaike info criterion 8.125397
Sum squared resid 960.0274 Schwarz criterion 8.145258
Log likelihood -30.50159 .Hannan-Quinn criter 7.991447
F-statistic 1.371664 Durbin-Watson stat 0.355967

(Prob(F-statistic 0.285928
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obs Actual Fitted Residual Residual Plot
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obs Actual Fitted  Residual Residual Plot
2019  435.000  423.292 11.7075 | x | -
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:Estimation Command

LSYCX

:Estimation Equation

Y =C(1) + C2)*X

:Substituted Coeflicients

Y = 436.513716814 - 0.000440707964602*X
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Abstract:

This study aimed to analyze and study the role of stra-
tegic management represented in its dimensions (internal and
external environment, strategy formulation, strategy implemen-
tation, strategic control) in raising the performance efficiency of
Sudanese commercial banks.To achieve the aim of the study, the
researcher followed the descriptive analytical approach based on
collecting, analyzing and interpreting data and information and
drawing conclusions from it, through the use of the Statistical
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Package for Social Sciences (SPSS) program, which processes the
data of the field study statistically through a number of statistical
methods, where the questionnaire was used As a means of collect-
ing primary data on the research problem.The questionnaire was
distributed to all members of the research community, which con-
sists of general managers and their deputies, directors of special-
1zed departments and managers of the main branches,they are dis-
tributed among the research sample consisting of (6) commercial
banks, where their number reached (103) individuals occupying
leadership and administrative positions at the level of senior and
middle management, and they were targeted by % 100 through a
comprehensive inventory.The research reached several results, the
most important of which was that the application and practice of
strategic management in Sudanese commercial banks in a scien-
tific and clear manner led to raising the performance efficiency,
and that interest in analyzing and monitoring the external and in-
ternal environment led to improving the efficiency of performance
in Sudanese commercial banks, and that the good formulation and
implementation of Sudanese commercial bank strategies in a man-
ner Effective led to raising and developing the efficiency of perfor-
mance.

Keyword: strategic management, performance efficiency,
Sudanese commercial banks.
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ABSTRACT :

The aimed of this study to study the impact of liquidity
management on the profitability of banks, and assumed that there
is a statistically significant relationship between liquidity man-
agement and profitability by applying to the Middle East Bank
in Iraq. The descriptive approach was used and the data were an-
alyzed using the SPSS statistical package. The study concluded
several results, the most important of which are: that the average
liquidity rate is very high, which is a negative indicator of liquid-
ity management, and that the bank’s ability to increase the wealth
of owners appears to be few and varying from year to year, and
that the relationship between cash liquidity and the rate of return
on ownership reached 83.7%, It is a significant correlation at the
level of significance of 1%. The study recommended the need to
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review the liquidity rates, and the liquidity management strategies
in the bank, as well as the need to develop a strategy to increase
the wealth of owners and reduce the discrepancy from year to year.
Keywords: Cash Flow Criterion, Current Liquidity Criterion,
Bank Profitability, Liquidity Management, Rate Return on Equity.
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**. Correlation is significant at the 0.01 level (2-tailed).

*. Correlation is significant at the 0.05 level (2-tailed).
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Abstract:

This paper aims to at investigating the impact of marketing
relationship on loyalty towards the Sheikan Insurance Compa-
ny - Branches in Khartoum State., the design of this research is
descriptive and quantitative in nature. The target population for
the study 1s the customer of Company was used as the sampling
frame. A total of 450questionnaires were distributed. 441ques-
tionnaires were returned. Statistical analysis revealed that there
is significant relationship between Relationship marketing and
altitudinal loyalty.

Keywords: Relationship marketing, altitudinal loyalty

Paper type: research paper
Introduction:

Increasingly, marketing issues such as rapid customer turn-
over and the effects of discontinued customer relationships have
become critical for many businesses. Growing competition, cou-
pled with industry maturity and recessionary pressures, mean that
organizations cannot totally depend on new customers to take the
place of lost customers. Customer attraction but not customer re-
tention is at the heart of transaction marketing exchanges which
develop, sell and deliver products by means of short-term, discrete
economic transactions. (Thao & Swierczek, Internet use, customer
relationships and loyalty in the Vietnamese travel industry, 2008).
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Business practitioners have mainly been advised to strength-
en ties between their firms and the customers. More specifically,
this relationship was encouraged in marketing perspectives. When
relationship marketing first emerged, some people considered it as
a new fad. Berry (1983) was a pioneer in defining the term “rela-
tionship. (Sharifi & Esfidani, 2014).

3 Literature Reviewand theoretical backgroundRelationship
marketing :

Relationship marketing RM emerged in the 1980s as an alter-
native to the prevailing view of marketing as a series of transac-
tions, because it was recognised that many exchanges, particularly
in the service industry, were relational by nature.

Rapp and Collins (1990) argued that the goals of relationship
marketing are to create and maintain lasting relationships between
the firm and its customers that are rewarding for both sides, while
Blomgvist et al. (1993) offered the following key characteristics
of relationship marketing: every customer is considered an indi-
vidual Supplier customer relationship person or unit, activities of
the firm are predominantly directed towards existing customers,
it is based on interactions and dialogues, and the firm is trying
to achieve profitability through the decrease of customer turnover
and the strengthening of customer relationships.

Relationship marketing activities are critical in the insur-
ance company sector; for instance: To continue to be successful
in the corporate sector, small insurance company must invest in
the long-term relationship marketing infrastructure to support a
customer orientated approach. (Taleghani, Gilaninia, & Mousavi-
an, The Role of Relationship Marketing in Customer Orientation
Process in the Banking Industry with focus on Loyalty, 2011).

Kotler and Armstrong™s definition of Relationship Marketing
i1s noteworthy: Scholars have listed key virtues that have been
theorized in the relationship marketing literature, for example,
trust, commitment, competence, empathy, conflict handling, and
communication or sharing of secrets. Other scholars have docu-
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mented the following constructs, namely, shared values, bonding,
and reciprocity as the underpinnings of relationship marketing.
Based on the literature we hypothesized that relationship market-
ing was a one-dimensional construct consisting of eight underpin-
nings (namely trust, commitment, communication, conflict han-
dling, bonding, shared values, empathy, and reciprocity) and they
have been linked in this study to customer loyalty. (Taleghani,
Gilaninia, & Mousavian, The Role of Relationship Marketing in
Customer Orientation Process in the Banking Industry with focus
on Loyalty, 2011).

Trust:In term of business relationship, trust is a tool for buyer
and seller to cooperate in the collaborative situation to overcome
conflict and build power of each party. Crossby et al., (1990) ex-
plain trust emerge when buyer develop an attitude of understand-
ing with seller and belief that they will take action on behalf of.
Buyer interests. Morgan and Hunt (1994) propose trust is implica-
tion of feeling belief and safe in a relationship with result strong
commitment of a long term relationship.

Commitment: According to Allen and Meyer (1990) organi-
zational commitment is individual feeling of obligation to stay with
the organization as result of internalization process of normative val-
ue. Tellefsen and Thomas (2005) modify definition of commitment
when it related with exchange relationship between two or more or-
ganizations. Commitment in a business relationship is organization
feeling of obligation to stay with the business relationship resulting
from perceived benefit of each party (Tellefsen and Thomas, 2005).
(Setyawan1, Dharmmesta, Purwanto, & Nugroho, 2014).

Communication: as conceptualized by Mohr et al. (1996),
comprises a combination of relationship building communication
attributes. These include communication frequency, bi-direction-
ality, formality, and influence activities. By highlighting shared
interests and common goals, collaborative communication can
generate volitional compliance between partners and thus bolster
relationship performance.(Alrubaiee & Al-Nazer, 2010).
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Conflict handling: Rusbult et al. (1988) concluded that the
likelihood that an individual will engage in these behaviours de-
pends on the degree of prior satisfaction with the relationship, the
magnitude of the person’s investment in the relationship and an
evaluation of the alternatives one has. (Ndubisi & Wah, Factori-
al and discriminant analyses of the underpinnings of relationship
marketing and customer satisfaction, 2005).

Customer loyalty:Dick &Basu (1994) defined loyalty as “the
potency of the relationship between an individual’s comparative
attitude and repeat clientele and supplemented the behavioral ap-
proach with the concept of comparative attitude which reflects the
degree to which the consumer’s assessment of one service dom-
inates that of another. In addition Jones and Sasser (1995) state
that customer loyalty is “a feeling of attachment to or affection
for a company’s people, products, or services” sited in (Rugter
& Wetzels, 1997). besides, Loyalty is a behavioral or attitudinal
phenomenon defining attitudinal and behavioral representations of
loyalty; and discerning between supplementary dimensions of loy-
alty and sympathetic the interrelationships between them (Sharyn
Rundle2005).(Ndubisi, Marketing Intelligence & Planning, 2005)

Behavioral measures such as replicate buy incidence and re-
pur-chase likelihood have been employed to evaluate loyalty. Nev-
ertheless, such an approach has been criticized by scholars for its
incomplete-ness. Day (1969) indicated that to minimally mirror on
the purchasing behavior is not sufficient to define loyalty. In this
regard, he advocated the adding of attitudinal variables to broaden
the concept of brand loyalty and differentiate true and spurious
loyalty. Oliver (1999), among others, argued that the behavioral
approach ignores the mental meaning of loyalty and thus lacks of

descriptive power.(Caceres, 2007)
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4Frameworkof study
Figure 4.1 Conceptual Framework

Relationship Marketing Customer loyalty
Trust Hl

Commitment Behavioral loyalty
Communication

handling conflict

Source: prepared by researcher, (2017)

5 Hypotheses of study

Developed sub hypotheses from first hypotheses as follows:

5-1 Relationship between relationship marketing (trust, commit-

ment, communication, handling conflict) andBehavioral loyalty

— There is a positive relationship between trustanBehavioral d
loyalty.

— There is a positive relationship between handling conflictand
Behavioral loyalty.

— There is a positive relationship between commitment and Be-
havioral loyalty.

— There 1s a positive relationship between communication and
Behavioral loyalty.

6 Research Methodology:

This study collect data for testing the hypotheses via ques-
tionnaire survey of the unit of analysis in this study was insurance
clients, where quota sampling and self-administrated survey was
used to distribute 450 questionnaires. A professional translation
to questionnaire was firstly conducted from English into Arabic
and back to English. Subsequently, a number of researchers in the
same field assessed the correctness and the clearance of questions
and measurement items. Several alterations to question wording,
modification of items, as well as the format and esthetics of the
questionnaire were made for clarity. (Sekaran, 1992).
7Descriptive Statistics
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Table (7-1)Descriptive Statistics

N Mean  Std. Deviation
Trust 303 4.2401 58001.
Communication 303 42079 54712.
Commitment 303 42860 55820.

Handling Conflict 303 4.2360 60044.
Behavioral Loyalty 303 4.1766 67886.

Table (7-1) shows the means and standard deviations of all variables
in framework: Determinants Descriptive Statistics The table re-
veals that the Commitment is greater than 4.0 (mean=4.2860, stan-
dard deviation=.55820), followed by Trust equal (mean=4.2401,
standard deviation=.58001).

Table (7-2)Psychometric Properties of Relationship Marketing

. Han-
CR | AVE | msv | M& | g | Commu- | Commit-| .
(R(H nication ment ;
Conflic
Trugt | 0.860 | 0.606 | 0.519 | 0.866 | 0.779
Commu- | 13 | 0521 | 0467 | 0.816 |**+0.683| 0.722
nication
Commit- | ¢35 | 0.636 | 0.519 | 0.844 | ***0.720 | ***0.614 | 0.797
ment
Handling | 75, | 0603 | 0374 | 0767 |*+%0.503 | *++0.612 | *+*0.570 | 0.777
Conflic
Behav-
joral | 0.854 | 0.596 | 0.864
Loyalty

The convergent validity of the construct of Relationship
Marketinghas been assessed through standardized factor loadings,
AVE and CR. Table 4.6 reveals that standardized factor loadings
for all items were above the suggested cut-off of 0.50 (Hatcher,
1994), with a minimum of 0.51, and were all significant at 1% lev-
el of significance. The AVE meets the criterion of .50. High score
of CR (i.e.0.7) confirms the internal consistency of the scale items.
7-1Relationship between Marketing relationship (Multi-dimen-
sional) and Customer Loyalty
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To assess the impact of Marketing relationship (Multi-dimension-
al) and Customer Loyalty, structural equation modeling has been
employed and a measurement model of these constructs has been
assessed. Figure .... Reveals that reflective indicators have been
used for the measurement of latent constructs and non-causal rela-
tionship has been studied among different constructs, by drawing
path.

Q "

1

Trust3

ﬁﬁ

Tru std

w
Communication A
Behavioral Loyalty4 %
ly

Behavioral Loyalty3 |<'€:9

;Behaworal Loyal

Behavioral Loyalty1 %

Comm|tmenl1

Commitment3

PR® @O®® ®

52

Handling Conflic1 >

Handllng Conﬂlc

ﬁﬁ

Handling Conflic2

Figures 4-2 Structural model estimation for

The structural model reveals the same value of model fit
shown in Table .... , all the model fit indices for the structural
model were not only significant but remain same as in the mea-
surement model. The low index of R square (i.e. 0.46) justifies the
underlying theoretical model.

Dividing the regression weight estimate by the estimate of its
standard error gives z = .462/.123 = 3. 754. Therefore, the proba-
bility of getting a critical ratio as large as 3.754 in absolute value is
less than 0.001. In other words, the regression weight for Trust in
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the prediction of Behavioral Loyalty is significantly different from
zero at the 0.001 level.

Dividing the regression weight estimate by the estimate of its
standard error gives z = -.067/.133 = -.506. Hence,the probability
of getting a critical ratio as large as 0.506in absolute value is .613.
In other words, the regression weight for Communication in the
prediction of Behavioral Loyalty is not significantly different from
zero at the 0.05 level.

Dividing the regression weight estimate by the estimate of its
standard error gives z = .205/.116 = 1.768. So, the probability of
getting a critical ratio as large as 1.768 in absolute value is .077. In
other words, the regression weight for Commitment in the predic-
tion of Behavioral Loyalty is not significantly different from zero
at the 0.05 level.

Dividing the regression weight estimate by the estimate of
its standard error gives z = .308/.109 = 2.832. Consequently, the
probability of getting a critical ratio as large as 2.832 in absolute
value is .005. In other words, the regression weight for Handling
Conflict in the prediction of Behavioral Loyalty is significantly
different from zero at the 0.01 level.All details are shown in the
(Table 5.25).

Table (7-3)Model Fit Indices and Path Coefficients of Mar-
keting relationship (Multi-dimensional) and behavioral Loyalty

Measure Estimate Threshold Interpretation

CMIN 221.805

DF 98 --
CMINDF | 2263 | Betweenl Excellent

and 3

CFI 0.945 0.95< Acceptable

SRMR 0.051 0.08> Excellent
RMSEA 0.062 0.06> Acceptable

PClose 0.037 0.05< Acceptable

Estimate | .S.E | CR | P
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Measure Estimate Threshold Interpretation
LR ERCIE > Trust 462. 123. 3754 | e
al_IﬁovaltV
el (Clomroam: 067.- 133, 506- |NS613.
al_Iﬁovaltv nication
Behavior- > (CTmE 205. 116. 1.768 | NS 077.
aé_lﬁovaltv o m(cielnt

ehavior- andling
al_Loyalty -—> Conflic 308. 109. 2.832 005.

*#* Significant at .05 level, NS Not Significant
8 Recommendations and Discussion:

As for practical implications Building customer loyalty is
increasingly a major goal for insurance companies (Day, 2000).
Although, some managerial implications can be drawnfirst, this
study provides further support to the evidence that customer satis-
faction is a fundamental driver of customer loyalty in service mar-
kets. Hence, actively monitoring and managing customer loyalty
should be a priority for service managers. Second, we found strong
support for the notion that the customer’s interpersonal relation-
ships with front-line employees are a very important component
of the overall offering of the service provider, not only because
they positively affect customer loyalty towards the firm, but also
because they can be a powerful tool for reducing the risk of cus-
tomers’ switching behaviors when other customers leave the ser-
vice provider.
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