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Abstract :  Article info 

This paper aims to determine the effectual relationship between customer relationship 
management and brand capital (loyalty, satisfaction, and brand identity). The researcher 
used the descriptive approach using academic references to determine the theoretical 
approach, and used the analytical approach by designing a questionnaire, distributing it to 
a sample of (400) Ooredoo customers, and analyzing the results statistically. 
In this research, the researcher concluded several results, the most important of which is 
that CRM has become very important in providing the organization with a large market 
share in its competitive market. The main recommendation of the researcher was the need 
to pay attention to customers by conducting research to study the capital of the brand 
continuously to know their aspirations and desires and to identify them effectively. 

Received  
18/08/2023 

Accepted  
18/09/2023 

Keywords : 
 CRM.  
 Brand capital. 
  Loyalty. 

 Satisfaction. 

  

mailto:Irainimene@gmail.com


 

  

  

  

 

451 

 

1.    :  
    

     .        
.  

  
 . .

   .  
 .  

  " :    
  Ooredoo"  

 :  
   )0.05(   
   )0.05(  
   )0.05(  
   )0.05( 

)   

:  
:    

    )0.05(  
    )0.05(  
    )0.05(  
         )0.05(      

)   

2.    
1.2 .  :  

                  
          .

) 2017342 .(  



  

  

  
  

  

452 

   - - 

     
    ) .      
  2020159 .(  

    
    ) .

202207 (  
1.1.2 . :  

)   2020263( : 
    :    

 . 
      :

 . 
      :    

   . 
  :    

  . 
     :

   . 
2.1.2 . :  

  )  2017156 ( :  

    :
 . 

    :    
 . 

    :     .    
 

2.2 . :  
1.2.2 :  .  

    "  
   :

 "  ) .2020432 (  



 

  

  

  

 

453 

 

   "     
    ) ."2016135 (  

2.2.2 :  .  
    :  )2019 -202084 -87 (  

 :   
  

 .  .
  :  

o  
o  
o  
o  . 

     
    .   

  : 
o  
o  
o  
o  
o  
o  .  

3.     
1.3  :  

    13    
2022 .    400      Yard:  

)2n=N/(1+N (e) 
Where , 
n = Sample size 
N = Population = 13 000 000     
e = margin of error which is 0.05  
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