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o0 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 B C d M
Pearson Correlation 1 786 | .893 | 823 | 929
A Sig. (2-tailed) .000 .000 .000 .000
N 110 110 110 110 110
Pearson Correlation] .786" 1 9407 9047 9427
B Sig. (2-tailed) .000 .000 .000 .000
N 110 110 110 110 110
Pearson Correlation 893" 940" 1 9517 989"
C Sig. (2-tailed) .000 .000 .000 .000
N 110 110 110 110 110
Pearson Correlation| .8237 | 9047 | 9517 1 958"
D Sig. (2-tailed) .000 .000 .000 .000
N 110 110 110 110 110
Pearson Correlation 929" 942" 989" 958" 1
M Sig. (2-tailed) .000 .000 .000 .000
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**. Correlation is significant at the 0.01 level (2-tailed).
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(4-1) a8y Jsanll 8 3)ls s LS i) cupeday caanly Al cunngiinT lid) e slae¥) & Gus oA jlaall

35ns i @V LY [a=0.05/ ANV (gise (e sraal a5 (S19)=0.000 ANV Jlaial dad of a3 Cua
(3) Lrbiall Tanssia laie) (b AlSeY) ans G Y] ¢ubial) Jaugiag CUaY) Javsie o Anass (B
Ngade (o AIsall Clysise (s 455\l

I Gpudl) jiie oo Gulalal) Slila) Jawgia (o drgina G908 a8 Y AL dudpdl oA dagli -
W Gl ¢(B) bl Janisia o sial ag (1.6800) & Csvnall Javigiall Gad o Las 2(3) bl Jauigiag
s Aa 45T Lo say ¢ RN Gagudl) (sina el ) hlall o Ailall axe ) shias Al

One-Sample Statistics:(3-1)ad) Jgaall
N Mean |Std. Deviation |Std. Error Mean
A 110 1.6800 .61730 .05886
20 Jlaa) SPSS galin aliiuly Jlany) Jabadl) ailli 1 jaaal)

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) Juladll il 1 juaal)

F(Bagall saiusal) (ppaail) e (il AN bl e Al 3 clla) Jagia -2

ojldac) & (g3lly Basall saiveall Cpnill G A chlall e duadl 3 Glls) davgie Gluas Giall) A8
(5-1) dsaall 3 a)ls 58 LS ¢(2.2000) (55l Jaws siall (1S3 (D) Sa)l

& bl hasgiey Csuaddl bugdl G @ G s loaly Gald) B Al A e aSalls
sl e alae) & Gua Al 85 salel 3 gl dlldy o(3) 56 ardiad) S ulie
AN Jlaa) dad of a3 Gua ((671) Ay dsaad) 3 ls g LS il cujels sanly Aisel CuaginT
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SLlaY) bgie G dags 358 25ay S @) Y [0=0.05/ AV (s5ine o il 25(si9)=0.000
Ngoas (e B sll Sligiven o A3aall (3) Gebitall Jans e slaie) 8 ALK any (53 V1 ¢ ubitall Jagiag
Slal) Cpmadl) piia o Colalad) lila) Jaugie Gu dagina @98 a8 Y AU dudajdl) LA dali -
3(3)2bad) Jaugiag Bagall

a2 G sbaar Al 2l G ¢(3)abitall Janssia (s Jraal a5 (2.2000) o8 casmnall Janssiall el of Lo
sV e ST Lo gag ¢ ainall Cpuatll (e ek A bl e 435l

One-Sample Statistics :(5-1)ad, Jgaal)
N [ Mean |[Std. Deviation|Std. Error Mean
B 110 2.2000 44926 .04284
20 lsa) SPSS zaliy aliiiuly laay) sl il 1 jaaal

One-Sample Test:(6-1)ad, Jgaadl

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 alaiiul Auaay) Jaladl) il @ juaall

(sDband) g5\ alaiAYY) piia (ki AN Clal) o Al 8 cilla) Jaugia -3

2 sl edanll (S ALY (Gsise pu ) bl e Al 2l Glils) Ja i luay Gl L
(7-1) 4 Jsanll 3 3)l5 58 LS ¢(2.0200) (g5lun Jossiall (S8 (€) Sl o3lac)

& bl hasgiey Csuaddl bugdl G @ G s loal Gald) A8 Al A e oSl
ol e slae¥) & Gia Anliall jdgeS saldie) AlKe) lal dldy ((3) sas st G Gulie
AV Jlaa) Al o) aas Cus (8-1) ady Joaall (b 3l s LS il cupelay aaaaly dusad Cuna g
Lusie o A G sy e @) V) [0=0.05/ AN (s5iee e sral a5 (SiG)=0.000
bl sal) il sinn Cp A3)Ra (3) Cbiall Jaws e Slaiel 8 AsISY) any 3 ) cebiall Jasssias cilaY)
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ol alaiaY) e 8 Cplalal) clila) baesia o drgine B aagi ¥ AL dadajdl) LA Aol -
:(3)dkad) Janigiag s3lanl)

A sbias Aad) 28 Gl ((3) Gubiall Lanisia e Jaal (a5 (2.0200) & Cisadll Lavisiall dad O Ly
LAY a8 Le gag ¢eDlanll (5l pLaia Yl (gia jedin Al il o dailsal) axe
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One-Sample Statistics:(7-1) ad, Jgaal)
N Mean |[Std. Deviation |Std. Error Mean
C 110 2.0200 48761 .04649
20 )ua) SPSS galiy alaiiuly ibasy) Jalail) il 1 jsadl)

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

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 aliiiuls Slasy) Jall) il : juaall

(i ) 3 guall) piie i ) @lal) Ao Lial) A8 Cilbla) Jauigia —4
(d) el o3tac) 5 (gl Aadll ypeall Gat A hlaal) e Aall A Slla) Lo sie Gluns Gl I3
(7-1) o Jsaall (B )5 58 LS ¢(2.2600) (g5l o siall 1S3
& osbral lasgiey Csuadl bugdl G @ G s Hloaly Gald) B dusmdll dam e aSally
Sl e slaeV) 5 s el a5eS aoldiel AalSd ol dllyy ¢(3) sy aakieal) ST e
AN Jlas) ded o aad Cus o(8-1)ad) Joaal)l d yly s LS bl cujelay aaly Aual ciaginT
Lusie On L Gaj s g @ Y [0=0.05/ AN (s5iee e sral 4 (SiG)=0.000
A8 gl Ol gise (A3 (3) Gubial Jasgie dlaie) 8 AnSRY) a2 Y] el Jass i s cllaY)
gede (e
LAl Bysall side o8 Cnlelal) Glbla) Jausie O Ligine (Gob g Y AU ducajdl) LAS) A -
A G ((3) ubial) Janigia o ial a5 (2.2600) b sl Javigiall dad o ey 3(3) dbad) Jaugiag
R A 4] Lo s cin il 5ypall (Gfine el I Gl e HElsall pie ) (sliay el
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) Jaladll milil : 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
D -16.608-| 109 .000 -.74000- -.8283- -.6517-

20 J)ma) SPSS galiy aladiuly Alaay) Jaladl) milll : jaaal)
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tdalyal) fpitia s Sl V) el il
o BLaY) debe lany Gnldl 6 4001 §ipally AR Gusadll G Aysine ABNS ang3 -1
P VS il el Al 8yseally JAIN) 5 gusl

Correlations:(9-1)ad; J gl

A D
Pearson Correlation 1 823"
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 Aluasy) Jubadl) @il : jaaal)

paall dumj (miy Glldl P=0.000 < 0=0.05 AVl Jlial dad of (9-1) &) Jsandl DA (e el
(9A) Aea e Al Byseally ea o AR Gugdl) Gn Ausiee ADIe dsass AL ALl Faaydll i
Nagin Aoyl Al asay o Ja Lae (0.823) ils [ Ggmum [ LLiY) dalas G o Gaa
LY dalae lusy Gl 15 :4280) ) geally Bagall jaleal) Guwalll Cp dygina 4Bl 224 -2
P YIS il cyeda Gua Auialdll 3ypealls 3asall jaivuall Gaeaill 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 Lamjp (i Gl P=0.000<0=0.05 aNall Jlaal ded of (10-1) a8y Jsaall DA (e edass
A Oe Al ppally dea (o Basall Haiwdl) Guadll (G Aosiee ADle sag AL ALl daa )l Jais
Mgy Aok Al dsay o Ja e (0.904) [Cgesm [ Bl Jalas Gad izl of ua (g)al
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Correlations:(11-1) a3; Jgaal

C D
Pearson Correlation 1 951 i
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 (1o eDlenll (GG Alaa¥liy dysine ABDle g AL Aball dum ) Jas
Ny ok A ssas o Ja Lae (0.951) ils /O gmumy/ Bl dales el ) Cam ()]
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ralatinwy o1

O Al B Clla) e gie Ay s Al Jae @IS G AN sl (g B mliasl @lla —1
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Dl s Javgie al Gus Auhall Jae GSEN L Basall el Greaill (grie & aliasl @l —2
csaaall Gl (mlaasl HLaaY) s cijelils ¢(2.2000) el sl (s e cplalell (e Al

Dl lla) lavgsia gl Gus Auhall Jae ASE B oDlaall (5510 Hlaal] (e B (alind) @l -3
csamaall Gl (mlaail LaaY) da cijelils ¢(2.0200) slKall alaa¥) e Lo galalall (e Al

Oe Aunall 2 Glla) dasgie il G bl Jae GIGEN 8 Ll Bysall (g b palisd) s —4
csianal) Gy palead) eV dain cajelils (2.2600) daadll 5)sall (e o cplalal)

om LY dales &l Cua aadll yseally A2l Gasatll (o Tasine WDl 35a JLEAY) @ Cuelil -5
Jagindanha ABle o Ju b ga5 ¢(0.823) (ysSaall (o pasiall
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