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“The Implementation of Customer Relationship Management
System and its Impact on the Students’ Loyalty at
the University of Science and Technology”

Abstract

This study aimed to explore the level of application of the system of customer relationship

management and its impact on students' loyalty at the University of Science and

Technology (UST). The population of the study was the students of the UST main branch,

Sana'a in addition to Hodeidah branch. To achieve the objectives of the study, the

questionnaire has been used as the main instrument to collect data. Three hundred eighty

four (384) questionnaires have been distributed. Several statistical tools have been used to
analyze the data to achieve the objectives of the study. After the analysis of the data and
research hypothesis, the following are the major findings:

1. There are different degrees of the level of the application of customer relationship
management dimensions in the organization being investigated. Communication aids
have got the first rank from the other six dimensions of customer relationship
management; followed by trust of deal in the second rank and meeting customer needs
in the third rank. After that, customer database has got the fifth rank, followed by
service quality and good customer relationship respectively.

2. There is variation in the level of students’ loyalty practice in the organization being
investigated ranging between (3.49) to (4.29) i.e. between two levels: very high and
high. However, the latter level is near to intermediate more than very high.

3. The low level of students' loyalty, as an independent variable, is attributed to the low
level of student’s aptitude to pay any price cost to get university services in comparison
to the competitive universities. It is also due to the high importance of the cost in the
viewpoint of the student when s/he deals with university services. In addition, there is a
low level of the providing required aids to convey inquiries and complaints of the
students. Moreover, there is a high aptitude of the students to confess their suffering to
close relatives and friends. Lastly, there is a relative aptitude of the student to move to
another competitive university if any university problem encounters him/her.

4. The low level of these factors more than the expected level results in incapability to

achieve high loyalty degree of the students in the university being investigated.
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Recommendations:

1.

It is necessary that the high authority accredits a training policy to all employees in
the field of customer's relationship that enhances the reality of applying this
philosophy in organization life. The university can also achieve the results of this
effort with more students' loyalty.

The necessity to emphasize building bridge of trust between customers and the
university due to the sensitivity of learning service and the high risk that the
customer bears to get it. Due to the importance of people in providing the education
service, as it is considered to be a part of the service; the availability of aptitude and
the true desire of the employees of the university to provide the service and their
sacrifice to satisfy customer will all reflex on customer trust of the university. That
calls the university to motivate and train employees in addition to provide them with
all requirements to do their best.

It is necessary that the employees who directly communicate with the students
should treat them well. They should also develop communication aids with them
and improve services to satisfy their desires.

The university should attempt to communicate with the students to recognize new
changes related to their data and to concentrate their concerns to achieve students’
satisfaction through conducting programs to reduce expenses that will reduce the
cost of the services.

The university should pay attention to its students’ suggestions to develop its
education quality services to a level meets the expectations of the students and their

families.
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