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Abstract

The current research aims to demonstrate the role of relationship marketing in
enhancing customer value, as the customer is today the main source in achieving
profitability and expansion in markets, and that companies in general have begun
to move towards customer service, and to gain his satisfaction and loyalty with the
products they provide, and the research dealt with a major problem that lies in
What is the knowledge of the studied Palm MasterCard company about the
importance of relationship marketing? Assuming that there is a significant
correlation between the dimensions of relationship marketing and the value of the
customer, and a significant effect of the dimensions of relationship marketing on
the value of the customer, the Master Card Palm Company was chosen, being one
of the leading companies in the field of providing marketing and financial services
to the beneficiary customers, as the research sample amounted to (50) male and
female employees. They work in the branches of the company in question in the city
of Baghdad. The descriptive and analytical approach was used for the main
research variables, and the extraction of correlation and regression relationships,
and a number of conclusions were reached, the most important of which were:
Relationship marketing works to provide marketing and financial services to
customers who benefit from the company's services in an orderly and integrated
manner, which would be reflected in raising the value of the customer. Being the
basic basis for the growth and expansion of the company's activities. A number of
proposals were also developed, the most important of which was: Work to support
the marketing activities of the relationship in all branches of companies, especially
service ones.

Key words
relationship marketing, customer value
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(Albakri, 2017: 67) wladll Ao Jguaal) 2 Alanioal) adliall Gl Goi Ladie (g0l
Al s dgay (e Qg Aadd Ll

A58l pa Ol shs Jaeal Z LY dal Adlal) dagal) dla' ) A<l dowills g3l el juds
-(Rosset, 2020 :12) "iS)al) ae clalaill anag ¢ jhain¥ly Jual gl dfies

Goll Bl Lily) maly e aSally e Abhll LalBles ginsy (el 4 @lSHall ades
Gsll Bliadl dadgial) duailly ducaldll clabaill oyl e oyl e t3a by sl dad e
.(Kotler, 2018 :113) 4de 3lVlg

> Oslly A5 G Al COlalanll Lol Al uSad g cAodo)ll) dadl) cllia ol caile
Aol Aling ¢ puaall AL e el slud 73l 29ay (al il dallall dall s XSy )aa Lias
A aSsle B Jaas o uas AlSeY Ao iieeall 48l ponsiy el g U eSan g el
-(Kotler & Keller :2015: 89)

¥y gaill Gias 8 Aelill Clagasall (e lghiass gl sre i g5 gl AN of L

Aadll dliee 2aY1 Jagh (ol Aaih (gslad Alldy cdaligia dady cdlls dad Say 52c 038 & (50 S 4
:AY) Absled) (385 o Aliad) Aadgia) Lally A Al gsane AN Ol Ly gy U
(Rosset, 2016 :25)

Ladgiall dagll + Al Lol = V) Lish (yo3ll dasd

Aoat i) Al + eV dad + Dlletl) dad = 2] sk sl dad o ) ads e Slling
apl)l ey (gl oy AGa e 3g3y0 (e A Lgai A Ll ) sals Lo Al S Yy
.(Stawski, 2020 :8) ¢sill Lalaia¥l Lg3yad

e Ol Aads (ol I Agag e sl Aa tlad Cue st O3l A asgial O ) et Sl
e () ANl dgay

(Value to Customer) «VTC gl ) dadll =)
(Value from Customer) «VFC Ggill (e dastll =Y
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sl sy Liad (s WS ¢lgiily) (g Aaaial) KU AG80 Ll G (53 2 0gl) dmy
sl Gl (s e
oeliig A5l cilaaal ehall lilee e sl (e Aialall Slgall ek Al alabad) das
sl G o ddaiadl) duas
ASA @lesdl Ganl) ehd dadm AGH) lele Sl A Asadl dalid) (6 i 2 -
@il lidles Wi
&b sl
(k) uilad)
Ak [ Sl Master Card 45y oo 534 1Yy
gl o dljida g50a8 52007 ple b ((Labiss glkd ) Jall Master Card 4S8 Caeads
D) 8 Capenn ST aliag 535 oo sSall g Unilly (35 7SI piall 2810 Aalal) ) 4S8 aliaiy alal
gy e pibalgall Ao jiagalll disgl) iUy laal Jlae (A clgive 10 833 Laaly (bl Cayenn gag
g9t O Slab ((ipuall i) Hlatll (he drady i e Bhall eladl muen 3 355N gl ciles
o Alals ddhe A58 Jol 058 o A58 daliy ¢ g ) adal) bl 4l Bl Cjleadl)
& e ilay g8 AN ¢ Bhall (G5 il o Ghall B g Y gdall el glial das
(900) oo ST ASHAN & dany 3] iy Guidy Guly] Cpilage A5,a) dlbiaiy . (3hall cilladlas pgac
Grima o cilendl) sl muen s G daxdy (Sdlly bl peall wsil Jages it Cilage
8ol 3lpadl cillailae
Al 531y Ayadly JW) g Uil & Graadidl e ialy S dae 308 A5 g
L3hall 8 S ST adall Jola skl g caa 3S5A0 aadns,
Sl daiy claadl e aaias Al (Master Card) Guwall gdall clila aUss A8 aadies
Ciyen 3 Lot 23 3 3lall (8 39 SV adall lenss a8 Lo s G 51 (Master Card)
el s el il
o Aasal) 35 SN il cDlalas maen ALl doghaie Gulit o ASE) Ll adia
Ly agag ool (i Ghall (A dojaaally 400N Ghlia) calide A Lgaula (K 3 QS cile Uil
e gl Y LaDl dgias
Lagnasiidiy aainally Jilual) Gl (Gpiia Cinay 1Ll
Aad) ey Slee Dt dbasy (BBl Gosedll) Gind) (e Coas (3) Jsanll mnsy
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paladd Laddny ABally (Gagud) iie Chuag: (3) Jsad

-

&y -
Ll sl Y sl Y laa ;4 [PYPNI ¥ 1) Gl yial)
2 3 5 15 25 X1
2 3 5 18 22 X2
- 4 8 16 22 X3
- 2 3 20 25 X4
A~
Lol ) Y a8 Y Mlas a8 Lol 3l <l yiall
- 2 6 22 20 X5
- 2 7 21 22 X6
- 2 8 14 26 X7
- 2 3 22 23 X8
Jhai¥) —&
Ll Gl Y sl Y laa ;%) Lol 34l Gl aial)
- 1 4 23 22 X9
- 2 7 25 20 X10
- 2 2 20 26 X11
- 2 6 17 25 X12
ug:gl\ Lo, —&
Ll &l Y ool Y Alaa B4 Lol 3@ ) il
- 1 2 22 25 X13
- 2 2 24 22 X14
- - 2 22 26 X15
- 1 4 21 24 X16

(SPSS VER.24) ilas¥) sl zaliyy il e slae Yl Zaldl e (o ¢ jiucal

Ay Ogil) dasd e ciuag (4) Jgaa

Lol Gl Y R dlae v Lelas a0l il
- 4 7 17 22 X17
- 2 2 22 24 X18
- 2 3 20 25 X19
- 3 4 16 27 X20
- 1 2 22 25 X21
- 2 4 20 24 X22
- 2 5 21 22 X23
- 2 6 22 20 X24

(SPSS VER.24) Jlas¥) daill malin mils o alacYL Eald) dlac) (g jhaal)
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laansy Yl Lol )V cldle oz hana 25 28 1 (05l Aad) daiaall piially (4Dl Gsull) Jiiesdl)
cially A i) oy cadieal) uiall b Jfiall iid) il aaas 5
cGaal) (Gyaata (s Al Bl ) clidle @lad) -
ALY gial) Ao gl dasdy ABall Gagedll) yiia (LAY ABNe 1(0) Jgaall
ally gudl] | il piial)

sainal) yaiall
0.796% Sl i
*P< 0.05 N=50

(SPSS VER.24) laa¥! Jilatl) zaliy il o alaieWl dialdl dac] ¢ 2 jtuaal)
Bl setl) G 0.05 disine Griwe e Ligf digine Lol dBDle 2509 (5) sl mas
AL Gasel) o ) s 1385 ¢(0.796%F) (AL 5a5all Lol V) cDlalas dad (2GS ) ((youll dailg
Oevicadll o AL aa iile el Ao llg deadd) SN Lo Gl 8 Lagall aualiall (ya 223
AN A Aulagd col€ L) Aais o e 13ag GASHEN (63 sl e e ) 5258 LeasS ¢ il
CGasedl) O Aygina Bl ABIS a7 laaliey (oY) At dpcall (e G 5 el cEgand)

A Gsiaall Aoy 0.05 digina (Ggia die (g0l dady ABlally
alilaty dad iy ) Gatial A il Las). ¥
S giall e ol dad b ABNalL Gasel) 5B LSSI (1) Jgaad

. Jiisall jiial)
) Adinal) aiiall
el F | Ligwadl F R? B! BY
4.001 157.56 0.852 0.890 | 0.705 O dad
(12.671)*
*P<0.05 d,f (1, 48) N= 50

(SPSS VER.24) _Alas¥! Jalaill maliy it e alaieYh Zaldl dhae] (e 2 il
a5 ekl 3 (sl dad (B AL Gagedll Lisina LIl ADe 3535 (6) Jsrnd) pas
Aad) aaindl) iall b Aeaine oaled 55 Wiiess Tykie dbiagy 3DlL Gusall of Slas) il
e o ST dagine dad a5 (157.56) aalllly gund) (F) e luaals el sl gy (050
e (0.852) aalllly (R?) wasall Jalae dad g ¢(1, 48) dupall as xie (4.001) dadl) ddsaal
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CBlelaa dadie A (o dadine AL aguil) sl L yusdsi (a3l a3 DBV (30 (85.2%) ¢
Gl 4 13g35 (1,48) da Jiay vie Adganl) giad (pe ST a5 (12.671) AaILY .t dads (B) dad
e gl dad B ABall Gagel) Sla (Gyina Luili AU Ladliey A At dacadll (g Jsiilly
M A gl Aeg 0.05 dugina (Sgine

M) Ssin Ao daniiy Aldaty ) gatal S0 Las). v

M) Gginn (Ao ol Aad B ABAIL Gigal) Ll LIS (V) Jgaal

Ldgand) F R? ABally Gagecdl) slaf i)
Jaal]
Bo / .
Ligunal Wl | Jua) | Al iz ial) sla)
Sinall
0.4001 0.833
B4 B3 B2 B1
160.40 0.760 0.755 0.730 0.720 | 0.705 O dad
(23.10) | (21.60) | (18.30) | (15.25)
*p< 0.05 DF= (4, 48) N=50

i Lgtasy T2yt Bl Gasetl sl (he aas I (gpina Ll 39m (7) Jsandl s i
25 (160.40) A5 dygenall F dad 5l 130 2505 cdadies [iie dbas G5l dad 8 i
Cialy 385 ¢(0.05) Lisinn (s5in aa (4,43) Ly Sinp die (4.001) A dganl) Lgiad o S|
D50 G asm el dad b Byl B (1 (83.3%) o i 1305 (0.833) R? anil) Jalea da
G Asl L el ol gle Bl oSa Y ddlde clie J) (S agas AL Gigadll alad
Iaie ye Goll Aad b ADWL Gosedl slel 8l ioly el Joandl s bl Jlaai¥) oz 3gaf
Aipalls ela Gaoill Liay O a8 3 L pgie JSTE Al IS cany STy Jpandl (82050 € 5 <Dlalas o8
Ayl 8 AR ey Lpaly BN A8yl oV G Gag Al Adpalls JUai¥) &b (g B0 & L5V
el a AV gl da 8 il Al IS DL Basuil) sl e e IS o LDl ellly eyl
IS gsina il dag o an ally ) ) Aumh Ul S5 L 13 cJsaad) sl t g b
1005 dugine (Sgiua Ao Budia O gl Aasd Gujat B ABlAlL Gigudl slad (et

Gila bdal)y claliiiuy) @ ualad) ) gaad)

alatiinay) Y

o o U el GG Loy CISHAN 8 Auyg ping Aage Bl (agell aalae ) o) )
Ol GSlgiaal) 5l LG Hale Jlal
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Aol saill jame a1 Y le sai e Gl deadll SN G Bl £l dueal -
.ale JS& Master Card <S)é g5 ol 3lia (o agaie ol agilie Cipa die agusalals
el Dl allaall Jsgat e ey SN Cipeal) il 3 (5aY) cilossl) Qv e Jaall —¥
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