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Customer Relationship Management and its Impact on Mental Image:
A Field Study of a Sample of Private Universities Students in the
Capital Municipality

Abstract

This study aimed to identify the impact of customer relationship management on
the mental image perceived by the students of private universities in the capital
municipality of Sana'a. As well as to determine whether there are statistically significant
differences in the answers of the study sample about the level of both customer
relationship management and the mental image of private university students attributed
to the variables of (gender, specialization, academic level, and university) of the student.
The study followed the descriptive analytical approach in order to achieve its objectives
and to collect the primary data for testing its hypotheses. The study population involved
all students at private universities in the capital municipality of Sana'a. The questionnaire
was distributed to a sample of four private universities' students selected by using random
sampling technique and the number of valid questionnaires retrieved for analysis reached
(365) elements. The study revealed many findings the most important findings of them
are: the universities of the study displayed moderate level of interest in customer
relationship management with all of its dimensions, where the dimension of technology-
based customer relationship management came at the first level, while the dimension of
customer retention came at the last level. As well as the perceived level of mental image
among private university students was moderate with all of its dimensions, where the
dimension of cognitive came at the first level, and the emotional dimension came at the
last level. The study findings also revealed that there is a statistically significant impact
of customer relationship management on the mental image perceived by private
university students, with a variation in the impact of customer relationship management
dimensions on the mental image perceived by private university students at the capital
municipality of Sana'a. As well as there are statistically significant differences between
the average sample responses about the level of customer relationship management and
the level of mental image, attributed the variables of (specialization and academic level)
of the students. Based on the study findings, the study recommended the need of paying
more attention to customer relationship management in the private universities of the
study, and to work toward creating good relationship with students. The study also
recommended working to enhance the aspects that help to retain the customers of the
universities of the study and ensuring to resolve students' complaints.
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