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Social Customer Relationship management: How connecting
Social Analytics to Business Analytics Enhances customer
care and loyalty?
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Dendrogram using Single Linkage
Rescaled Distance Cluster Combine
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Dendrogram using Single Linkage
Rescaled Distance Cluster Combine
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Dendrogram using Single Linkage
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aild il oda e Teliy .z doai) 13 ety ¥ (AT At Jalsal 2523 (% 62.8)
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il gl

190



(49) Jsaad

Ay ) 5Ll Angil B Aliiecal) piial) ey 5l

P- dud . . I . .
) T dasd F dad PN L o Al alay)
Value : . ) i - z sl
i ‘ Aguaall | Agguaall R B z sl
- - - - 2.524 - i)
0.000 5.682 32.285 | 0.293 | 0.387 dgaasal) Js¥
- - - - 1.982 - <alil)
0.000 5.536 0.358 Aol
23.748 | 0.382 A
0.001 3.324 0.173 dadlgl) L jd

(P< (N=80« (3.115) 5 (3.963) = adsaall F dai ¢(1.665) = dulsoall T dad
0.05)
Aatiad) Ll @iy Gy o Slan) dlatl £ ¢ sl

V) i) Sy 43l ABLud) sty Jilss i e el

G Diie IS5 Lelaal¥) G GBle )y e slal e i @Y 80 Gl o A1 L
paieal) labaiall (ol g euil) 3ol sbal 4asill i

) Al 3alpl) sl angil) pete e AR b ZaaBll Lajs aaail) gad aend .
IS Aliially Dlaad) o Lo Byonll il (gAY 2l (o s A Apaid) ciladaidl)
Al Al e (8 (ol GlSail g 0 o (a3l Jalally ¢ pladlly Al (e
gy gl 3L )

s Ansalad) )l dpiajdll daa (uSad Al ALl Jolatl) il ) Sl
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cilbg i Jlas sla)y

olaaly i) @y @leall (Independent-Sample T test) <hloal) Guks &
oAl cilump Hlaal Cargy Sl b EEN @y wlaall (One Way ANOVA)
Caigy 3 g Ayl Al 2 daddl clicall Cuuany Wabely dallall duliall Clyaia
Y] Cildanal) Jlail) 138 il

b Anili Aacasally uinl)l dia cues Gl Jiat slaely souial) dba L]
: Y cd (Independent Two sample T — Test) [lidl Gulkiyg (50) Jsaal)

Aoy el Bl Al 4ssilly e Laial) AN lBe 3l il dygine Cligsh 35y
llys dpmindl Glabiidl 8 Al b gdl Guall dia 4 DY) byaae Al
ST a5 sl e (5.326) ¢(3.797) @il Al sutie IS dsendl (1) af sy
(P- o bl o328 daus 255 ¢(78) A Aays (1.665) il dlgaall (T) dad (e
oo J8 as sl ey (0.001) ¢(0.006) cuxly lly clpsiall @il 4 sunall Value)
.(0.05) Axldly Ahyall el 5V Ay ginall (5 5iune dagd

A b A Lagias o (Sa @laal) aay Lo Gageal) urial dysine Cllg b 35ag pae
il 13gd Ay puenall (1) A Cny @lldy Ayl coladiial) 8 Aigal) o ol il
«(78) A Aayns (1.665) aadlll dsaall (T) dad o Ji a5 (0.483) cady Al
s (0.438) csly Ally puaiall GUAl & punall (P-value) dad zilil) oda daia S5,

.(0.05) dllly duhall cal 5V &y sinall (55iane dad (o S
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(50) Jyaad

du)al) e slad (udad) ddal culdg &l Ay

T 4o t Ao
P value X i leal) gl il piial) <
Gl | Ayguaa)

3.921 | U 3l e 3y

0.006 3.797 ] 1
4.024 &) 4o laayl
3.796 | s

0.438 1.665 0.483 Lpand) sy Le ggud 2

3.849 | U

4.116 2883
0.001 5.326 Ay gudl) 3ol Al dagit | 3
3.061 i)

N=80 (78) Lia dauy Aulgaal) T Lo

Al duell Glily 345 e Slasy) Jilail) =3l 0 sl

daelaal¥) A Gle syl & sl Adlaal) Gl El juaes Je oyl
EYYs oS e Apladl Jal V) A5ylaa ) e salll 2y 408 A8 il 50l alanly as gl
POR 4gle (gl el Lgd Cuyeda Al il

lall Il &l s Y1 A gy (pal) Gl 5l e olad CWligyall jaas .
e ¢(3.921) allly oSl 251 luadl Jaugll (e ST Aad 2 (4.024) 2l o3g)
DS A8 e el g alaia) Lo dpaid) coladaial) 8 Y1 A58 G 4te gty
Mg do ) iladiall 8 Ge Laa¥1 AL e 5))a) clillia Gaiaty Juaiy Lod
bl iy Cus HsSA Al 2y Adendl) Balll Aagll e olad Gl s,
¢(3.061) allls byl a5l sl Jansgl) (e 5ST dad a5 (4.116) L) s3] ol
8 e ol cligiua alaal Lol Ayl cladiial 8 oS3 &8 of 4ie iy L
Mg Jen Al ladaiall 8 Gy sutl) 50l 4l slag] Gudaiy Josy La LY
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dda G i@l Jilail (One Way ANOVA) lisl mils cielil : jeal) dda .2
Gl CBle B el dsine Dl 3ga e (51) Jsaall (B 5ysSaally eall
daal i ol Say Aiysatll 32l alaly angily cAiaall sy Lo Bysuilly (e laiaY!
«(0.245) (1.982) caly ally cilysriall odgd Aysuadll (F) af cawsy iy el
¢ 4) A Glayns (2.494) AW Adsaad) (F) Al e BB 25 i) e (1.117)
Dl Gy slad Aglias) AN b Lygies g 2smy ae e Ju lly (75
bt el B2l dlaly angilly Wlaall 2y Lo Gusullly lelial) Gl Cldle
(P- o ol o238 A 255 chyaiiall ladaiall 8 Aigal) S jeel) Fiia DAY
oo S a5 (0.555) ¢(0.200) ¢(0.080) wualy ally wlpusiall Gl & sl Value)
.(0.05) Aadllly A jall al 58V Ay inall (5 5isa Ao
(51) Jyaad

dfpall cifpiia olad yaad) ddal culg i) Ay

F i F dad
P value . i i piciall <
Axlgaal) A guaal)
0.106 1.982 Telaa¥) byl e 35l 1
0.880 2.494 0.245 Ll d L Byuall 2
0.355 1.117 4y gl 3l alaly 4a gt 3

N=80 (75 « 4) & clayy Adsaal) F Lo
il Al clily Gy Ao Slany) dilaill 3 1 jsaal)
iyl Jdail (One Way ANOVA) sl gl cjelsl bl Juaadll 4 .3
Chaiial ygine Dlig 8 3sas a2e (52) sl (8 5)SAally uhall Juasill ddia Cus
OSa Al Balpll Bl Angily (Baa da Lo Gasuiily Ao Lia¥) G e 3y
Caly Al il 03gd Al (F) o oy @iy oyl Juaatll ddeal (a5
(2.494) AW ddsaall (F) dad (e B a5 sl e (0.878) ¢(0.766) «(0.183)
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olad dilian] Aa 3 Aygine Qlig 8 3sag ae o Jui Allg (75 ¢ 4) dpa Slayng
syl by 4agilly (Elaall ae Lo Grsadlly cielaa¥l Gl clle 5y il
Kops chyaiveall ladiial) 3 Zill 0V bl Juaatll diia (DAY e 48 sl
«(0.550) ¢(0.946) caly Jlly clpriall Al 4y gundl) (P-value) ai gibial o34 daia
.(0.05) 4xllly dushyall el 58 4y sinal) (55 dadh o ST 25 (0.482)

(52) Jyaad

Aapdl) e olad aalpl) Juanil) Adual cillg il Ay

F dad F dad
P value ) ) il <
Axlgaal) Ay ginal)
0.946 0.183 Ao Laiay) byl clide 5)) 1
0.550 2.494 0.766 A3)aad) aay La Bageatd) 2
0.482 0.878 Ay gt 3all alagly Aagall 3

N=80 (75 « 4) iy clasy dlgaal) F dad
Al Al lily G35 e Sl Jiaall 5 0 jaaal)

iyl sl (One Way ANOVA) lial) il e G tAaliially dasil) 310 ddua .
Lsine Cligh dgms ade (53) Jsaall 3 5)S0ally Lalaially Zardll 30 dda Caus
3alyll alal asglly (@laad) e L Gasadlls daelaa¥) Gl clidle 3la) il paial
o3¢) Lsunall (F) af cowmy olly dabiially dendl) sae ddial (g3a8 of (Say Ay sl
(F) Led oo i a5 sl e (0.912) (2.177) ¢(0.526) caaly Sy culaial
Lsiee Qligyh agag aae o Joi Jlly (75 ¢ 4) da Glajas (2.494) Aadld) Adsaall
Gl e Lo Grsadlly caelaa¥) Ll Glidle 3yla) cilyiia olad ddlian) AV i
b Al LAY Akl Aedl Bae A DAY s Al 3ol alal angills

lls il A 2 gunall (P-valug) ab gl s3a daca Ky il Clalaiall
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Auhall ol Y Aygimal) (gise Aad (e 5] a5 (0.462) ¢(0.080) ¢(0.717) sl
.(0.05) aaluly

(53) Jyaad

Lapal) cfpiia olad Lalilally Laail) e ddual cildg a1 AYa

F dud F iad
P value ) i i paiial) <
Al gaal) Ay guinal)
0.946 0.183 Ao laiay) ol clide 5)) 1
0.550 2.494 0.766 laad) 2y La Gyt 2
0.482 0.878 Ay guil) 3ol alaaly 4agal) 3

N=80 (75 « 4) &a clayn ddgaall F dad
Al Lal) il G e JSlasy) Jdaill 25 1 )

gyl Jilail (One Way ANOVA) lidl il jpdd :3pdl) clgiv e 4da .5
) (A (54) dsandl 3 5)sS3ally dadanally 0al) 300 dbia
Ay seil 3alpl) abals 4nsilly e Laia¥) Gl ClBle 3l el dygine Cillg s 3sa;
a Coeny g LLEY) cladaially Jeall Jlae 3 538l g 2o dbal (gia o (S
e S) oas sl e ¢(5.348) ((4.847) caly Ay chial) o3¢) dysuad) (F)
Gl agmy e Ju s (75 ¢ 4) dpa Gilayus (2.494) Galll) Adsall (F) ded
s angily el L GlBle sl cibste ol Aflas) AL @il dyyins
yaind) ciladaiall b dial)l 38 580 g e dia COEAY e 4yl 524l
«(0.006) cialy Ally chriall Gl 4ysund) (P-value) ad bl oda dsia X5
(0.05) ALl Auyall il 51 Gy ginall (s5ine ad n S a5 ¢(0.004)
Cilgi e ddal ghd o (Sa Elaall aay Lo Bygudll il Lysine Cligh dsag a2e
Gl 03] Aguadl (F) af sy @llg 25LaY) Glabaially Jasdl Jlae 8 53]
¢ 4) dpa Gl (2.494) Al Adsaall (F) dad e i g (2.263) caly Al
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T il 138 alas Adlian] ANS @S Lgies g 35mg e e Ju 5 (75
o3 daia g5 cdpaiusall ladiidl b Al A 53a0 Gl e dda LAY
Lo G0 Sl s (0.070) cily ally il Gl Zpsnd) (P-value) o8 il
-(0.05) axdllly duhall cal jd¥) 4y ginal) (g 5insa

(54) Jsaal

duyal) cpiia olad 5udd) Cilgiu dae ddual cullg i) AN

F dad F dad
P value . ) < icial) <
Axlgaal) A ginal)
0.006 4.847 Ao Laiay) byl clide 5)) 1
0.070 2.494 2.263 Laad) any L gt 2
0.004 5.348 Ay gacl) 340 slaly Aas) 3

N=80 (75 « 4) 4a cilayy Llganll F Lad

Aol Aill iy G e Slan) Jilaall 50 0 jaaal)

Sl Gle 3y Ghutie olad Aglasyl Cligdll jacas Ao cagally
Jaadl & 5all Clin a0 Wpaeas lly Aigdl) 3200 2l 4y e laay)
(Sheffe) 4 dayka Gaday elldy Lpaeall lEa¥! ) e salll 5 a8 2aLay) ciladaially
tol Lo bl iy )
delaal) bl cldle pla e 8 cligdl o ) (55) dsaall & mbal) i .
Gl e apmilly (LS lgin 9) 5 (A 2 - 1) a5 Al Gy 2xe 8 Gy jeas
dlual) Llug¥) Gpb e Alad) slde) 5 ald iyl Sl jae oo bl sda (g
o S sy (4.158) il 8 (LSl g 9) Al leall bl of Gab daa L]
uae ob ) oS 4l ale; ((4.013) & @iy a2 Al lall Ll
Vo Les o Sl @lgin 9) Al e il Ao laal¥) Gl e 3yl b il )

i 9) AliY) Gladaialy Jasll 8 agiyd Gl 2ae <ilS Gl ey Ll 2l
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G elaa¥) Gl Gl sy cllkie st Llaal AV ST e . (sl
(e AY) Bpall Cilgin dae Wl (g gy (ysleny S Cilalaial

(55) Jyaad

Bpdd) Clgia 2o G Lo laial) il e 303 A cilig b jiaa

S liu9 | Lu8-7 | Aw6-5 | Lwd-3 | Lu2-1 )
- B 2- 1

- .947 idug-3

- 453 999 i 6 -5

- 275 1.000 .934 LuL8-7

- 285 996 408 019 sslh a9

il Al cilily 385 o Slasy) Jidail) it : jaaal

Agyatl) 3oLyl Alsl angill e B Gl oF U (56) Jsasd) ol i
gl o capaally (Sl Clgin 9) 5 (Haw 8 - T) s 5yl Clsin 230 ([ G jans
dpluall Balu ) Gyl (e 43aa) slaie) 2 ald g dl) Gl e oo Ul o2
oo ST sas (4.500) il 8 (SE Gl 9) A5l leal) Lasgll o) Gab G clgd
Duae b ZUEaY) oS 4l 4o ((3.938) il il A Wl laall Lausl
ey Len oSl clgin 9) A8 e gl gl Al ol angil) e 8 g )
9) Apliy) labaially Jeall 8 agipd Glsin e CulS Al ey duall S o )
syl Al an sl Lasliial Gy o Jeally Lilaal 01 ST e an (Sl i
(AY) Bpall Clsin 2ae Gl (g gy (sleny A lalaiall 48 gl
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(56) Jyaad

Brdl) Clsia 230 Coa Adygul] Baly )l Magls Angil) B cilg f jae

A9 | Lu8-7 | Lu6-5| Lu4-3 Lu2-1 iy
- Lu2-1
- 145 Lu4-3
- 363 692 Lu6-5
- 222 1.000 117 L.8-7
- 0.022 0.632 998 239 A aug

Al Lal) il G e Slasy) Jdaill 25 1 jaaal)

diia Cues ligydl Qs (One Way ANOVA) lidl) il gudd sy gal) 3o 4dua .6
Lysine Clig b dsag aie (57) Jsaall 8 5)sS0ully Jeall Jlae 8 dpanadill cifysall 2xe
salpl alaly aagily (@haad) Lo Gagdlly dielia¥) Gl GlBle 3y clpaial
(F) a8 ovns @iy Janl) Jlae (b dpeanadill @sal) axe ddeal (g5e5 o Sy Ay gasil
oo i as sl e (0.801) ¢(0.751) ¢(1.197) cady s <l yiciall o3¢d 4 gusnal)
3sas a2e e Ju il (76 ¢ 3) Ay ey (2.617) dalll) Adsaall (F) ded
Lo Gasniilly cdae Laia¥) i3l clidle 53] il piaia olad dilian) Ao Culd dysine Cilig j0
& Apaadill ol aae dia COUAY les Lyl 52l sy anglly (Ailaal) s
(P-value) ad bl o2 daua o5 chyaioall clalaiall b duall 38 Jeall Jlas
iad (e ST a5 (0.497) ¢(0.525) (0.317) ciady s bsial) Gl 4 gundl)

(0.05) Lallly Auyall al oY) Aysinall (s5ne
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(57) Jyaad

dyl) @ picia slad <y gall aae ddal cildg Al Ay

F dad Fied
P value 5 i il piial) <
Al gaal) 4 gianal)
0.317 1.197 Ao laa¥) bl e 54 1
0.525 2.617 0.751 Alaad) 2y La Gyt 2
0.497 8.01 48, gt 3l 1) alagly Al 3

N=80 (75 « 4) {ia clasy Ldgaall F 4o
Aol Aill lily G e Sl Jilaall 50 0 jaaal)

o5 Anald) Bl Gl iady iy 4dld ALl Sl il il il e e L
Gliall dgan Alall Auhally sadieall i) 3 Ayiee Qg 2ag) 4l o an
V) 4l e gan Al dbad) dpcajdll Jsdy o(Ausiual) clalaiall Ll 33Y duadl)
Gliall e 22el 352t A Ayl Badiaall Clyaiall o 20e (& dysina DlBg 8 2a g
(Rmiasal) ladaiall 8 Zigel) oY dpadl)
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Abstract

The study aimed to diagnose the relation between the management
of customer’s social relationships and marketing postmodernism in
improving the orientation of the dimensions of marketing
entrepreneurship to the construction organizations in the Kurdistan region
of Irag, and how to manage their relationship with customers by keeping
them and interacting with them and meeting their needs and desires,
focusing on a problem that can be identified from the main question of
the study which is saying , Does the management of customer’s social
relationships and marketing postmodernism contribute to improving the
dimensions of marketing entrepreneurship?

The study acquires its importance from the view of adding a
scientific contribution to the academic dimension in which it focuses on
three variables: customer’s social relations management, marketing
postmodernism and the orientation of the dimensions of marketing
entrepreneurship. Moreover, it deals with a vital and important sector for
the implementation of the study represented in the construction
organizations in the Kurdistan region of Iraqg.

In order to answer the research question, we formulated a virtual
planning chart for the study that reflects the correlation and influence
between the dimensions of the study variables. This resulted in a set of
main hypotheses and sub-hypotheses which were tested using the
statistical program called SPSS, and a number of statistical indicators
were formed that constituted the basis of presenting and discussing the
findings of the field analysis.

The study has resulted in a number of findings , and significant
among , is that there were significant and obligatory levels of correlation
between the customers social relations management and the

postmodernism marketing variable individually and collectively, and

A



between the orientation with the dimensions of marketing
entrepreneurship in the responding organizations, which could conclude
that the more responsive organizations would depend on improving the
relationship between customers social relation management and
marketing postmodernism , then this would lead to improve their abilities
to drive their marketing entrepreneurship successfully.

The study concluded with a number of proposals, perhaps the most
prominent is that we suggest that the construction organizations should
work to bridge the gap between the weakness of the contribution of most
dimensions of customers social and marketing postmodernism relations
variables in influencing the orientation of dimensions of marketing
entrepreneurship in identifying how to enhance these dimensions by

providing the necessary means to apply them on the ground.
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