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ABSTRACT 
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the electronic customer relationship management (ECRM). lVow Companies and Offices are 

wor~ing manuaiiy in jordan. So we nave to maKe an important goai to f i i f i i i  in order to have a 

more accurate system in place to gain and manage the requirements of the business and the 

service ror the customers, to get the number of the unhappy customers decreasing and proving 

that this way is more effective and affective along the large numbers of unhappy customers, 

whiie it is so hard to get every customer pieased but Web-based Systems can be easy to manage 

the quality control as an online supported tool. Making the web-based customer support system a 

weii-organized and weii maintained system and by that it can be caiied an Eiectronic Customer 

Relationship Management System (ECRM) and its crucial for any online survey, it can be 

reacned by reiated institutions, anytime. anywilere tnat can add vaiues to the users. Tnus. this 

study proposed a web based system to address and decrease the rate of unemployed Jordanian. 
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CHAPTER OWE 

INTRODUCTION 

i.i Introduction 

Jord:~~ i s  one of the countries :ha: has a high !eye! !ine o:: the chart of stx!e::ts g:aduat:cns ar,d 

also on the same side there is a negative part that there is a large number of unemployed citizens, 

as in eariier investigations the unempioyment rate in the first of 20i i is ( i  i .9%j and kept going 

on until it reached (13.4%) in the first and second quarter of 2012, according to the department 

of statistics (Statistics. 20i i jand coming to a ievei tnat tnere is no way a traditionai orcier to 

solve this problem for this amount of people unemployed, and when we talk about the service 

provicieci to the speciaiist offices to resolve t'nis situation is tnat they are using oia methods and 

traditional ways to send a declaration of citizens who have graduated recently or even in the past 

anci [.hat t'nrough tne newspapers, or otner non-systematic, so tiat tnis means there are a few very 

effective in solving this amount of people out of work and rarely achieve what they want because 

there is a iack of communication between these offices anci graciuatea citizens. 

T L ~ ~ ~  I ll+JC. --, LIIIp!VyIIIC.n: c..,-- VIIIC+J - t ~  om .. - . .  a key role in :he managemen: of giving people ;;..ha: :hey wan: 

from different services and objectives to be accomplished. So the Customer Relationship 

Management (ZR'Nij manages t'ne assessment ana coiiection of integrity and wishes of the 

recruitment of the students. This has been the backbone of the Jordanian Universities, 

organizations are seeking a successiui reiationship with customers, anci they worked hara to earn 

this kind of relation, because organizations cannot exist without customers. 

According to jiiettinger & Manacievan, 20 i i j pointed t'nat customers satisfaction is one of the 

most important principles for any organization.According to the situation in Jordan Employment 



The contents of 

the thesis is for 

internal user 

only 



References 

Ai-Omari, H. (2uu6j. E-government architecture in Jordan: a comparative anaiysis. .iournai OJ 

Computer Science, 2 .  

Adegboyega, O., & Eisa, E. i2005j.iibjecr-i>rien~ed Anaiysis and Design with UML. Retrieved 

28 Nov, 20 11, from http://www.emacao.gov.mo/documents/18/0 1 /report l9.pdf 

-,~. . Aitova.(ZOi i j .  M ,Tequence Zliugrarns. Retrieved 29 Nov, ~u I I ,  from 

http://ww.altova.com/umodel/sequence-diagrams.html 

- tragad, V. ( 2 0 0 9 j . ~ a n u g e m m  informarion sy.srems: Technicai Pubiications. 

R,ifineY, D. (200!). The I r n n ~ x r l n A m n  m ~ r s n - n n m n n t  r*rnrrtmlm . ~ n A o r r t - n A ; n r r  
1 \ 1 1 V V V I C U 6 C  I I I U I I U 6 C I I I C I I L  L ~ ~ C C L I U I I I  U I I U C l r > L U 1 1 U 1 1 1 6  the K?.{ 

landscape..lournal qf Knowledge Mrmrrgemenr, 5( 1 ), 33-42. 

-- -. 
~ e i i ,  u. (2003). The Acrrvrry Dragram. Retrieved 2~ NOV, 2 u i i ,  fiom 

http://ww.ibm.com/developerworks/rational/library/content/RationalEdge/sep03/f~umlb 

asics-db.pdf 

Booch, G., ?.$aksi:r,chuk. R., En;;!:, M.. \(Gun;;, E., C~na!!en, J . ,  & H~uston,  K. (?!!O?>.C5j~'ci 

or~enred unalysis and design wirh applrcatrons: Addison-besley Professional. 

Chakrabony, G., iaia,  V., & Warren, D. (2002).An empiricai investigation of antecedents of 

B2B websites effectivness.Journu1 oflnteructive Murkring, 16(4). 5 1-72. 

chang, T. ivi., i iao,  i . i . ,  ~ S i a 0 ,  \ii.F. (2005). An enlprrrcai slu@ on the e-c&i!i yeqbrmance 

influence mode1.for service secrors in Taiwan. Paper presented at the IEEE International 

Conference on e-Technoiogy, e-Commerce and e-Service. 

103 



Cno, T i . ,  C. Fjermestad, j. (2005). Using eiectronic customer reiationsnip management to 

niaximize/minimize customer satisfaction/dissatisfaction.Electronic Customer 

Reiationshlp iLianagenlent, 3, 34-SO. 

PL.,..~ Lt1ut15,  Y.. C., Tien. S.. \,?I. , Tsai, C.. I!. . & Tang. t., 1,. (3007). An empirical study c f  custcme; 

relationship management implementation in Taiwan's machine industry.Journa1 qf 

Busmess und Pubilc ~f ihrrs ,  i( i ), i - i b. 

t o  A h~ & 1,;. p. t3nn?\~..;t:,.~1 c . .  cnr.tnrr. ,c PDXA T,,,.~~~I~,.;,.~I 
L I U L b U U ,  11.-111.. \ L V V J ) . L I  I L I b U I  O U b C C 3 J  I U b C V I J  V 1  L 1 \ 1 1 I  I bbIIIIUIU~lbUI 

1nitatives.C'unadian Journal cd Administrutive Science. 20( 1 ), 2 1 -34. 

Dustin, E., Kasn~a ,  j., &ivicDiarm id, D. (200 i j. yuaiiry web systems: performance, securiry, and 

usability: Addison-Wesley Professional. 

Dwyer, F., Scnurr, P., &Sejo, 0. (i987j.Deveioping buyer-seiier reiationshipjournai of 

Marketing, 51, 1 1-27. 

-- 
uyche, -w. (2002). The ZRM handbook: A business guitie to customer reiationship management. 

Boston:Addision- Wesley. 

-- - 
uavis, F. D. ( i  989). Perceived usefuiness, perceived ease of use and user acceptance of 

information technoIogy.MIS, 13(3), 3 19-340. 

- 
uennis, A., -wixom, B., & Roth, I(. (20~8).~l;ystem anaiysls and deslgn: 'w-iiey. 

cl:-r<.hn+h D-LA- 
,llL,,LLll , C. 1. 1. (2002). Jordan c-S~vcinmcnt Cornrniinicati~ns Planning 

MethodologyAchievment oJ Market-Friendly Initiatives und Results I'rogrctm (AMIK 2.0 

Frogram). 



- 
trnst, H., Hoyer, 'w., Krar'ii, ivi.. & Krieger: K. (20i i j.Customer reiationsnip management and 

company performance2C"the mediating role of n,ew product performance.Journul of /he 

Academy q~hiarkefing Science. 3 ~ ( 2  j. 290-306. 

c ' . ~ ~ I ~ ~ ~  ,,,, ,,,, ,, ?,{.,  ti^^^^^, J., ~ i ! ! ~ d i ~ ~ ~ ,  G., 1 A P. 1 m n n i \  n,,,t;,,~ c.-,,,;,,,,, 
LdbUII. I L . 3  LL I "I 1 b J .  J .  \ L V V  I ) .  1 I U b L I b U I  LrZvb1 1 b 1 1 b b 5  

in Web Engineering Advances in Information Systems Development. In W. Wojtkowski, 

..T w .  G. Wojcitows~i. 1. e. Zupancic, G. iviagyar & G. Knapp ("ts.), (pp. 42i-433): 

Springer US. 

-. rjermestad, j. R., N. (2002j. An integrative impiernenrarion jrarneworkfor eiecrronic cusromer 

relalionshil~ managemenl: Revising lhe general principles of u s a h i l i ~  and resislance. 

- I-aper presented at the 36th Hawaii internationai Conference on System Sciences 

(HICSS'03) IEEE. 

Ghavami, A., &Oiyaei, A. (2006j.The impact O J  CAM on customer rerenrion.Unpubiished 

Master, Lulea University of Technology. 

Greenberg, "r (200 i 1. i l k h i a t  the ,~peedofiignr: New'u'or~:Osborne/~vicGraw-~iii. 

Greve, C-., ,A,!bers, S. (3006, 13 - >Joy - 3_0! !). ,~c;F~;7:;,~au;ts sJf pc;j<7,w;:wncc ;;: cu~to;::cr 

relalionship managemenl - Assessing [he lechnology usage - pelformance link. Paper 

presented at the 39th Hawaii internationai Conference on System Sciences. 

c - ~ ~ ~ ~ ~ ~ ~ ~ ~  ,,,,,,,,,,,,,. E. (2004). Keturn on :e!atiocships (RC)!?) : The value s f  :e!ati~nship marketing and 

CRM in business-to-business contexts. . Journ~~l  of buslness and  Markeling, 3 j(4), 35-46. 

Graciy, B., james, R., ivar, j.. & Addison. 'w. (i999j.TAe Un~fied lvioaeiing ian,guage User 

Guid, from http://www.emacao.gov.1no/documents/l8/0 l /report l9.pdf 



7 v naag, S., Cummings, ivi.,&ivicCubbrey,D.j. (2004j. Managemenl informalion &vastem jbr the 

Informalion Age(4lh ed): New York: McGraw Hill. 

. . nennig, T.. Braciiy. T. i . ,  iinson, i . ,  Purvis. i,.. & Spauiciing. B. ( 2 u i O j . M i c r o ~  .iicce.s.s S~naii 

Busirless Solulions: Slale-of-lhe-A rl Dalabase Models .for Sales, Markling, Cuslomer 

~anagement ,  and More Key Busrness ~ctlvlt ies: 'wiiey. 

I ,,,, J . . " - c .  ,,,, Y .  I?:., k. F., Hang, C., Tsai, C. !!., Lee, E. T., &Kuo, S .  Y .  ' 3nnA\  C,-,s.,.-;.-,- \ L V V T J .  L J L  C U I  I l l &  V Y C I /  

appllcalron code by slnllc analys~s and runllme prolecllon Paper presented at the 

- 
rroceedings of tne i i tn  internationai conference on worid -wide web. 

Habe!;, P., ~,{,o.:;ae!:i, E.. Serafins!ci, T., &Subieta, K. \ iV  ' 3 n ' 1 \ .  I I I J.T I .UUpLlll, "..tinn tho L1ib rl‘..% UJb rrlro LUJb 

Model for COSMIC FFP-Based Measurement. Cbsmlc Fzrnclron Pornls: Theory and 

Advanced Practices. 204. 

rn'.~..h nrll., 
.uJbpLt Uu,,, C. H., Laura Csccccia. (2003). CKM RO! Review, Optimizing P,et';:ns on 

Customer-Centric Strategies. Sap C'uslomer Relallonship Managemenl, 2( 10). 

jukic, T i . ,  jukic, B., ivieamber, i., &iieziek. G. (2002j.improving e-business customer 

relalionship management syslems with mzrllilevel secure dala models. Paper presented at 

the System Sciences, 2002. HiCSS.Proceeciings of rhe 35r'n Annuai Hawaii internarionai 

Conference on. 

Kerringer, \i;. j., &ii/ia'nacievan. i. (20i i j .  Service Cirienreci Archirecrure as a Dynamic Enabier 

of Custonier Prioritization. e-Service Journal, 7(2), 28-45. 

,- ,.-. 
Kim, j., Suh. E., & Hwang, H. (2093j.A mociei for evaiuaring rhe eTTecriveness or c ~ ~ v i  using 

the balance scorecard..Journal of Inlcraclive Markcling, 17(2), 5-1 9. 



. 
~or i e r ,  "r (i992j. iviarkering's new paradigm: \i;har!s reaiiy happening out there.r'ianning 

Review, 20. 50-52. 

Kuecnier, 3.. &Vaishnavi. V. (20i i j.Exrending Prior Research with liesign Science Research: 

Two Patterns for DSRIS Project Generation.St:rvice-Orienled Perspeclives in Design 

Science Research, i 66- i 75. 

L'p;nl.mqm ,,lla,ll I?., & szr,Ge!q p. (~(j!~).'q</&?;~,,c ~x;.-c;cf~G;; ,d"fc;#$GL?G'!Ggy .fi;r <lGss LfiGg;-G;;i 

generallon usmng dependency graph. Paper presented at the Communication Control and 

Computing Technoiogies (iCCCCT). 20 i 0 iEEE internarionai Conference on. 

Ladon, K. C., Laudon, J. P., & Ha!!, P. P. (3004). Illanagement inf i rmati~r,  sys:e:r,s: managing 

the digital firm. New Jer.~ey, 8. 

iviacieoci. R., & Trevor, S. (2002j. iieveioping Sysrrms Jor ilW soiurion.~, from 

http://www.affinityworks.net/pdf/ijcrmgage 1 .pdf 

- 
~angantinan, C.. Ganapatny. S. (2002). Key dimensions of business-to-consumer websites. 

Informulion & Munugernenl, 39,457-465. 

- 7 -  - 
~asn id ,  F., Devendra, K.U. (20ii).A Comparative study of CRM and E-CKM 

technologies.Indian Journul of C'on~puler Science und Engineering ( LJCSE ), 2(4), 624- 

627. 



Xees, ivi. j. (2002). Evoiving rne browser rowards a .srandard user inrerjuce arcnirecrure. Paper 

presented at the Australian Computer Science Communications. 

Xomano, iu'., C., &Fjermestaa. j. (2003j. Eiectronic commerce customer reiationship 

management: A research agenda. Infornzarion Technology and Managemenr, 1(2/3), 233- 

258. 

Rang, G., ??'ang, hl., & Liae, S. (200!). Building an eCR?,l ana!j",ca! system ~ i : h  neural 

network. 

Ruth, hi., & Dana, B. (200i j-rircnirecrure Kesources jor Enrerprise Advantage. iierrievea 28 

Nov, 201 1 ,  from http://uww.bredemeyer.com/pdf~files/fi~nctreq.pdf 

Schuirz, D. E., Barnes, B. E., Schuitz, ti. F., &Azzaro, ivi. (2009j.Buiiaing cusromer-brand 

relationships: M E  Sharpe Inc. 

Scuiiin, S., Aiiora, j., iioyci, G., u. ,&Fjermestaci, J. (2002). Eiectronrc cusromer reiarlonshrp 

management: Benefils, considerarions, pilfLI1l.s and rrmds. Paper presented at the 

Proceedings ofrne iS One \;y'oria Conference, i a s  Vegas, iu'evaaa. 

Sheth, J. N., Ne-*.:mar,. E.!., Grsss, E.L. (I??!). Censumptien -:=lues a d  market cheice. 

Sigala. M. (2004). Customer relationship management (CRM) evaluation: diffusing CRM 

benefits into business processes. 

SmartDraw.(ZO i i j. Sqfmare Design Turoriais. Retrieved 29 Nov, 2u i i , from 

http://www.smartdraw.com/resources/tutorials/umI-col laboration-diagrams1 



Statistics, 3. 0. i i 7 Aprii Z u i  i I. Errsi7emirt. i i o n  o j  joru'c~n, from 

l~ttp://www.dos.gov.jo/dos~l~ome~e/archive/Unemp/unempQ 1-20 1 O.pdf 

Shiraruadin, Ti.. & tiassan. S. (2ir i u j. Design research in sojhlure ueveiopmenr consrrucring and 

linking research que.dions, Objecfive.s, Mefhods and ourcomes. Malaysia Sintok: 

- renerbitijniversit Utara iviaiaysia. 

T..ll;c , U,,LJ, T. S., & Stedson, 1. ?J. /?""A' " .... ma..,... ;<.,... ../' ,...... r /:,.,",",.; .-,,.. /;... ,. '.~.,,... ;.a,- . , . , ,A ' . ; / , ,  
( I V V - T I .  il L V I l l ~ l C I I  ILJVI, (IJ Y U L . I > ~ I ~ I I I I I U ~ <  G.> J t I I  U J J C I L ~ J & # ~ &  IYCIU.>dICI 

usabiliy. Paper presented at the Usability F'rofessional Association Conference. 

.. . wang. il., Lo. ti. P., Cni, ii., & i.'ang, i.'. (ZOu4j. An integrareo framewor~ for cusromer vaiue 

and customer-relationship management performance: A customer based perspective from 

Cnina. ~ a n u g i n g  Service yuaiiry, i 4(2i3 1, i tj9- i 82. 

Wu, L., & xu, K. '3nn<\ A hxrLr;A tpr.hnnln,r\. " P P P ~ ~ ~ ~ P P  qnnrn-~h fnr n\rnlnr;n,~ p PDhA 
( - V V J / . I  1 l l J V l l U  L b & I I I I V 1 \ 1 6 J  U b b C p L U I I b C  U p p I V U C I I  L U I  b A p B U 1 1 1 1 6  C-b.XLII 

adoption in organizations.Behaviour& Infinnation Technolo#=),, 24(4), 303-3 1 6. 

Wyner, G., A. (i999j. Cusromer reiationship measurement.iviurk~ing Research, i i t 2 j ,  39-4i .  

Xu, Y ., Duan. C., & Yzng, H. (2005). ltrc!: sc~;-;icc o:-icntcd c::.s::;mt:. :.c!c!:'on:;hip nw;:cgcz:c;:r 

sy,sfle evolution. Paper presented at the Software Technology and Engineering Practice, 

2665. i 3rn iEEE internarionai 'wor~shop on. 

Yu, E., Gizrglni, P., Maiden, M., &M;'!zpzu!cs, 5. (20! !).Soci::! A!odc!i::g fer Rcquircmcn!:; 

Engineering: Mit Pr. 




