Awadle ¥l Qg Ao

AW AUS/ 103%  Zaals oyl AoSme dcole Al

AU sae - omadt @IS /5.0 sByIa¥ 1 yulme yudy
.mw.g,,m.,aswumi-ayi Al Ly /8. zﬁﬂ‘w@

oyl iy 9ol lwa
AT (9 by A 3¥1 s 3L ~ pols AB 0 /.1
(330 00,1 ASLall) polall Com g Lol SLityol] 35 33 bama Lot Anal 1S9 - ySecaanlf kg /3.
(Oles Alab) (a3l bt Anslamy Ablwaal) 30 - (§ b A A /3.

(S35l Agysgam) (ara ol Asedlustf Anelont Ly 3L 1248 ac -3 3135 ot it I /8.1

AT 339 Bk g yanteg :5he g Aelall BNl uyete - (591 )TN 3158 Lazea /5 1y yikell |yl

ST 001 Aol ey (ot — (o3 obited @ 3t/ 3
S Ay Bl s e - o7} | i Salaima /3 1 g wll] 9 S
ST g Balouall @ uy-e — (Skga Jla (405 /3
AL 25 ALl ey e lis uyeta - il roc /1 1 28| AR G8ke
Sy g A Lonacad) iy e Lis upeie - (JalS chaa /1 18 pid pS
PYYONCAYOT 20— aMe W1 A4S — 13 Aaals — juad Ainike 5 palat) -
http://jsb.journals.ekb.eg :alaels ,ig,iSI¥ adgti - Jui) VPN G
mediajournal2020@azhar.edu.eg : g sI¥l o ydi-
AYOYY by - BYEEY JoWI Salan - (st o st - (guadetly (waludl sdkatt
1000 Ayl ‘,JS:!,!.\,'@.Q}{! pﬁ)
X YAY-YIAY s2,09, 750 M1 Adueuctll Y9l @8,

VN +-AYaY A0 ) o8 Admuil 9t @ 0N



[ ! dalgd J

Olwlyudly Sogomdl iy At pgas

Slea yidly pylaidly cosdt Slaxyeg

AGY aclgalt Laag

CreSl (g (W01 STy (Ao i dallas O
83t A Mo I 2 (yuaa sl

s (512080 Graw B | 95 ¥T O
Lede (3030 9i daSome dcele

¥ helS YT dued o comd! iy ¥ O
Wls2y... AalS BYT5,de (o dujn
A ARIST B9y e L Sty B3l

i I G Olgie sy Yicow O
IS Y e —oe 4219

Aoyl alb padle Coma IS ae 2 O
Yo e s WA idea ¥ aalily 450y
JAels

St (o e SO At S L 3952 O
CD leasisg.. yigeSIibacgdas
wimm Olgie g Com L el 000 O Ao
A A Ly Jatue B2 (Sl
2. Lgiadld 259 L8yl (LI 2 (2alsel 1y
Amdal| JawiB ¥ Ged) dlgd

veee Lgaloniol 11 35980 | Gl ™1 )3 ¥ O
g dd! Bgda AISH AUl dadisng
addale) B anliS Aad(ge o Jgaxt)
Led Oyansale

- A gl 98 Aol Sl ¥1 205 O

galomio¥ i) JaT Y G Sl 35O

(w%)mqu

(ew)Bgme e /a0 .

Gl eV A0S ey Aalall LBl Bl

3y alall Asaloy

() - y2920 dama /a1 .

() (ol St /007

23 ) alall S 5o Y 1 Analanly aMe ¥l Aol iall liad

() sl Jla /a1 .

32331 Aralomy Aaloweall 3l

(OLcd) aitoatt o /a0 .

9w Aol Aaalatly aMe W Blind

() G35 gang /a1 -

LS (ol Al Aaabms (ygoiaddilly Aeld¥ b
L ia,Sd

(Rd1) Anlec ga apalt /a0 .

et e Baslon caresdlige daaloey aMe Y1 3l
P il ol (2

(ﬁm)u&aﬂ|gﬁu/;i .

?4_’.4\:.-J| LaM—C?‘ Zt__‘.\s dacg Q}.J}é._dl”j 3_:_\.!?“ Al
Loglally L 35500 Lpoind|

() (s 3 IS /511

3 palal Aaala w3e ¥ 2SS ¢ suyaalilly da Y Sl

(31,a31) y2Llid caa /a1,
MRS Pl R PP IS TS Y Yoo
() A @3y /1.

(gl yems Faaln) Lalal  1BLa] Bl

At STy (o pad Vg Lgm Lo (ST (10 pmiad AL 2. 5251981 £ H¥ | pran



adall Gligions

— A, aSIY ) Ablouall Awlyy L Aediviwd! dumgidl codlu¥
\aa0 Oliwgrddy. a i duaayasylae

dagSontf g laf g wleddldaad s Lin 2 selaia Y Lol ool OIS 59
Yo Ao Al ya —Li9y S Aomiila dayi IS 40 jial

R s CLe.w .A.ﬁ.i
A pual| A gSmul (,9,5SI W ke glal | Jlai¥ Ol il sl Adlad
Y0 Lig)sS da)yi dgalgl aciml! ool a2y 2

O 3 .\..«.:.cM.m ;léj.a.‘a.i

@by uadl 5N g Adnd | Ol giall (ualice Slalad

ARAA eﬁ,’«.a.fb}ﬂm..\,?u}‘.:
Tl 2 Yo Yo (G il gl ke LY Acadie 1 Astlall
AL AP SUN PR I 209y Lie Ao Fecaly3 — 9o I 9|

£Mac £ W99 Ly e (CRM) £ aatt GLEdMe 5yla) Olwylas il

BN 9 L9-Ggd |y SIS | ol Y Ayl | S Lo JLabsi oo pal
Yyvy (Aidad Aculy3) ugadd e Lot Y1 Doy Ll s
cdlal) e Ao dew Olan) . o



Standards for evaluating the quality of newspaper websites An

YYyYy ) .
applied study on Gulf newspapers websites
DR. Eman M. Arafat
YYoY The Effectiveness of the Media as a Source of Health Information

for the Egyptian Public during the Coronavirus Crisis

DR . Hebatallah Saleh ElI-Sayed



—F— = . VAN B
T
] A s .
MIS .o ‘@amall allaall puil
3 O I = . & \
i » =il )
. ARl © "~ Il
Aot N Aol
ISSN-  ISBN- b el i
o] P (20205 (2020 M) ndlall fagall gl hadiaa gt g
2314- 23 4- T B Aaalf TS 3y pnall drmenl] Gl Rl STl g Gl il yih o
873X &ra Tl Loyl
2536- B B PRI T Tl g el B @l Eladl il 3
8302 ER
2386- 4 4 Cairo University 2yl d pll iadall a3 A g g
9201 s L gl 5 5 220 Loy
2636- 35 a5 (5ol Rl 5 Sl Bl il e
8237 (it La g 55 Ly
2367- 2= 36 RTPL EPAL] Ll S ) g tapa i diaa i ]
0407 ey
2366- BB 3 alall g ) Sums e B AN dzala i) ) & g Aaalal] Alaall i 7
3 Pl dan
2366- 5.5 3 Aall o H time € ga 1 T Tl g T A0 g d el Al 2
214X ER
2956- ] a alall g8 upms e B N dzala FEP LIPS I L e B clagl 0
g168 L
1110- o8 3 el sl 8 i e % T B el g & el i 40
0836 L
1110- 6.5 a Cairp University, Centar of B 1 ONPS BT L | =T
5344 Public Opinion Ressarch Lo
2020 sds 1 diflgdcmpom all cda it K o ola all D020 o s paith ebr
2027 s B e e Syt on 5 2020 s T o e L ami oyl € Lo oeall D020 sty it sl =
8 i s gt el iy g pamias  a K s liskes Yo ¥ e s Sl pasis sale) ol i o ) ool
2021 o
“_\jg.nilalhur_\)ﬂﬂie]uhmﬁtgulﬂ;_dﬁrﬁiﬂﬁué}#&ﬁyﬁxmLJ@Jyhﬁmﬂ'ch%ahHﬁﬁk!% .
ol 1 b alle 58 all g a g BN sl 36 s 1A Slath aog A WY e gleall ki 530 ) A gin e D020 © o Kl Ll 380
wtlzalai







.
3 H

(CRM) s)leal! Cl8MNe 8181 Cibuybos pedld o
Ol CilSpd s Mk 5% 99 Lay o
«db,gh"}m“ﬁ‘,hwbhm»

© The Effects OF Customer Relationship Management (CRM)
Practices On Airlines Customer Satisfaction And Loyalty

A Case Study On Egypt Air

‘“,.l:gaywﬁl.b.\ o

Olgds dnala .Y AUS AN W) @iy uyte

E-Mail: hagernopy@hotmail.com




Olpdal OIS 4 £ Mas £ W99 Liny e (CRM) £ haatt SEMe 3yls) Olawylos 51

Al y?) pasmle

asgall gl mumall agall ol Il clIs o1 a3y e Lus Laggae dlasll  L3Me 3,l5] aggan sl
Ll 35l 3mo 2 ranlia¥l yamiall ey 630 58 Jpmall 058 (oo @il ey o Lelaill piany 2
el Luslell 5505 8,al Alsloa 2 Fal sl sis oo 130 tialaie doss ¥ Jcendl cyoots 31 Aalaiel
sl )] 2 Laysns 38, all Ly psal olls Adlas¥l Lalell LISy o Sanll  Load 535> 2 3tiailly
Ledhee  Lllail 3€, Al Bl el g LIS g oM anll 3anall 33gadl U5 e oyl yudall 5 ne 3S, 5 <Mac
3yl Lap 3 il sLas¥ll (e (Bcall 23S, 01 30y ] Aiasly gl Bysall Lol a3
3o 3,0a]  Lawslas ;805 88 e ] Beal ydl 028 s 13 £y pdall 4 ne 35, 5 eDbae s Apudlinl]
oyl a8y gy Ledlae Liny e LeaalSaily ol pdall 5 ine 38, &1 24 bl Lilje (34855 2 <Ml aall
53>e (300) Lgalsd cppyalaadl (s Bhae 3o e Linldl  asiely (Olptlall i 35,8 e dalull
Ol 3 ylaiaaly Lo Ll cilaiaad wBy (ol pudall 5 ine 358 o daid s lalaill oy B35ms dawd Lidy
Al >t g Laplanl @ Al Ayl mgy s 5 el glaly Laglally  Liludl pand 31518
3S - sDaall Ly g5icung Shaall  L3e 5,15 L ILai¥ly dtell  Luwslell e il £33Me 3325
Slae Ly i yg Bl LT o] 0 Aplomsl 3350e 392y ) LBLYL (o gV g9 ol plall 5 i
@ ¥99 Ol jine 3, 5

ceDeadl oYy s Maall sbiny caeadlall LG edlaadl B 3ylsl  Luyles idaluall Lol

Abstract

This study is examined in an attempt. To know the effects of professional practic-
es represented in the quality of customer servicesc as well as the communication
practices that the company carries out and its role in satisfying the customers of
EgyptAir through the quality provided to the customers and the cost and the com-
pany’s response to the requirements of its customers and providing of distinguished
services to them and the market share of the company in the market within the
dimensions This study seeks to know the effects of customer relationship manage-
ment practices in achieving competitive advantages for EgyptAir and its reflection on
the satisfaction and loyalty of its customers. The study was conducted on EgyptAir
and the researcher relied on an intentional sample of Passengers (300) items ac-
cording to a specific feature« which is the only Passengers traveling on EgyptAir< and
the researcher used a questionnaire form as a tool to collect data and the results
showed evidence of the tested hypotheses of the study« which indicate a positive
effect on the relationship between the professional and communication practices
of customer relationship management and the level of customer satisfaction and
loyalty in EgyptAir¢ in addition to a positive relationship between the awareness of
competitive advantages and the degree of satisfaction and loyalty of the company’s
customers EgyptAir.

Key Words: Customer relationship management practices- Competitive advantage-
Customer satisfaction- Customer Loyalty
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