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Abstract:
The study aimed to investigate the role of industrial companies in retaining customers

and gaining their loyalty in° Hebron and Bethlehem governorates. The researcher used
the descriptive approach in a comprehensive survey method for its suitability for this
study. The study population consists of all the industrial companies in Hebron and
Bethlehem governorates, which were (23) companies. The upper< middle< and
operational departments were surveyed in each company:« so that the study population
consisted of (69) departments (3 departments in each company). The researcher used
the relationship marketing measure« the customer retention measure« and customer

acquisition« which was developed in this study.

The results indicated that the extent of industrial companies' use in Hebron and
Bethlehem governorates for relationship marketing was high, as the mean of the total
degree of relationship marketing was (3. 90)« with a percentage of (78%), and the
‘price’ field came in first place« followed by The field of 'quality’ in second place:« then
the field of 'strengthening the client's relationship with the organization' in the third

place« so the field of 'internal marketing' is in fourth place.

The study found that the level of customer retention with industrial companies in
Hebron and Bethlehem governorates was significantc with an average of the overall
customer retention score (3. 68) and a percentage (73. 6%), and that the level of
customer loyalty to industrial companies in Hebron and Bethlehem governorates was
average« with a mean of the overall customer loyalty score (3. 50) and a percentage of
(70. 0%).

The study also found a statistically significant effect of the relationship marketing
dimensions on (customer retention) in industrial companies in Hebron and Bethlehem
governorates« as it explained the variables (price< quality« internal marketing) (32.

3%) of the change in the variance of the dependent variable (customer retention).

The existence of a statistically significant effect of the relationship marketing
dimensions (price« internal marketing) on (gaining customer loyalty) in industrial
companies in Hebron and Bethlehem governoratesc and the variables (internal
marketing« price¢« quality) have been explained (33. 9%) from the change in the

variance of the dependent variable (Gaining customer loyalty).



In light of the findings of the study:< the researcher recommended a set of

recommendations.

Key Words: Relationship Marketing« Customer Retention« Customer Loyalty.
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