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Abstract:

The purpose of the study is to diagnose the causes of psychological exhaustion of

service providers and test the study model represented by the independent variable

customer relationship management and its dimensions are (customer acquisition,

customer relationship, and customer retention), with the dependent variable of
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psychological exhaustion, and its dimensions are (emotional exhaustion, a sense
of low personal achievement, and a negative attitude towards oneself and towards
others).

The researchers chose a sample of workers in first- and second-class hotels in
Najaf Governorate, for the great and effective role provided by these hotels to the
movement of tourism and hotels in Najaf Governorate in particular and the
country in general, as the problem of the study is to reduce the psychological
exhaustion of service providers in the hotels sample of the study.

To achieve the objectives of the study, a model was formulated consisting of two
main variables, and a set of hypotheses was developed and built, which are two
main hypotheses of correlation and influence, and a number of sub-hypotheses
branch, and one of the most important objectives of the study is to test the scale
of the level of correlation or influence in the current study model.

The researchers used the questionnaire form as a main tool to collect data related
to the study sample, as the study population reached (220) workers, as the sample
is (140) workers, and (165) forms were distributed to the study sample, and (147)
forms were received that can be analyzed statistically, while the forms that are not

retrieved and not valid for statistical analysis are (18) forms.
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After evaluating and testing the credibility and stability of the study measurement
tools, the hypotheses were analyzed and tested using the appropriate statistical
tools through the use of the statistical analysis program (AMOS v.24), and the
program (SPSS V.26), and the results showed the validity of the study hypotheses
and based on them, the researchers reached a set of conclusions, the most
important of which is customer relationship management is one of the important
organizational assets that can enhance customer commitment and appropriate
recommendations have been formulated.
Keyward: Customer relationship management, burnout, first and second class
hotels.
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YL sl dlae) e jaadll

Source :Hair, J., Hult., Ringle, C. & Sarstedt, M. (2017). A primer on partial least
squares structural equation modeling (PLS-SEM. Los Angeles: Sage.

O ) e 5 1o Jtall piall (a6l Lalall Jolaill

@ Ol SEde 5l Jituall i) (ulie < i) dlelall Cilanlill aues ¢ Gaw (2) JSA

Standardized sl JlasiY) o) sl cad (4) dsaadl @35 o) Jsll Liall 3 gaal) e S)

Albaa ¥l coblall dlie juiall 1 4alall ULl o) Regression Weights (SRW)

Gl (e Bl s sebs s b5 (50 ) st ) aS) cal jaill dlalall el apen cilS 5 Aaa3U)

Sle) il da jall Al el il jaead (0.001) A sinall 5 e OS5 Jidadll e Cada Lgila

(Hair et al. 2017) <&l aead (1.96) e
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chi-square=351.871
of=88

ED p-value=.000
cff=924
NFI=971
GFI=923

@ RMSEA=064

(e

AN 2 F> NG
6

.51 b7 38
[ can [caz] [ca3] [caal]

&
AMOS V.24 got st © i)

sl GESle 510 iad Adalal) cilanil (4) Jsaal

P C.R E.s S.RW & jadl)
9.965 777 .74 CA1
b 8.448 .730 521 CA2
b 9.144 .835 .625 CA3
11.116 1.033 .792 CA4
b 8.124 .775 . 830 CAS5
b 12.099 .985 .961 RWC1
7.550 .625 .631 RWC 2
12.385 .856 .643 RWC 3
b 9.450 725 .843 RWC 4

2023 <Oliwal ald 2 PAGE 83

@ ® This work is licensed under a https://creativecommons.org/licenses/by/4.0 International
\ License.

J9V14.0 (£ glindl jashyS gy dasye d3gSUI daols - d39SUI Cilulyd 3Sp0 Ame


https://creativecommons.org/licenses/by/4.0

KUFA STUDIES CENTER JOURNAL KSCJ |'SSN(P):1993-7016

7N [UNIVERSITY OF KUFA 3 15=MIE) 2108 T20XSnes
ﬁ dog8Jl danls - dogall Slwlys jSg0 Al opeN (GYaccess | www.journal.uokufa.edu.iq
b 15.774 1.449 .793 CR1
b 16.518 1.134 .906 CR2
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AMOS v.24 7.l yraall
Fadll il adil) LSyl uaiad oS il GLelall Jilaill -

Fardl) il adil) Sls¥I il ariall (el il dlalal) cibasdil) anean o cp (3) IS )
Aobaadl DlasiV Gl cpds (B) dsaall &AW ol Jesll Laall sl e 5S) 8
Aolia il g Aalall @il o) Standardized Regression Weights (SRW)
Jia b5 (50 ) st 5l S) el jaall Alalall cilasdilll apes cailS 5 Aaa D) dglaan ) cOlaill
Aguaill 5l 538 wread (0.001) Zasinall (s sinse OS5 Jabaill (o i Lgald lld 0 Sl a6
(Hair et al. 2017) <l il sl (1.96) (e el il da jall
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ALitLall 5 pa S sl pa
chi-square=227.766
df=7130
p-value=.000
cfl=901

NFI=927

GFI=912
RMSEA=071 _%L

50

.44 36 - K =
| FLPA1 [FLpaz ] [ FLPAS |[ FLPA4 FLPAS FLPAS

Cl S S S S

AMOS v.24 7l yraall
Al ol ol Y1 il Al sl (5) Jaal

P C.R E.S S.R.W &l jadl)
i 17.382 1.148 752 EE1
i 18.469 1.158 .871 EE2
b 13.336 1.024 .671 EE3
i 17.717 1.083 .653 EE4
i 10.825 724 .930 EE5
b 13.061 .788 512 EE6
i 11.321 .965 .603 EE7
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e 14.918 906 630 EE9
i 10.338 1.129 .676 FLPA1
h 9.639 1.024 .603 FLPA2
e 13.679 .948 .732 FLPA3
i 8.567 .850 .810 FLPA4
i 8.774 .796 .752 FLPA5
b 15.405 778 .720 FLPA6
e 8.472 .610 .831 NATSO1
b 8.260 .637 .921 NATSO2
i 16.005 .968 .951 NATSO3
i 12.064 .760 .760 NATSO4
ok 9.602 1.192 .931 NATSO5
ok 12.418 .857 71 NATSO6
i 17.195 1.131 .912 NATSO7
i 19.766 1.138 .980 NATSOS8

AMOS v.24 7zl i yuadl
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O 0 ClEe 5 5la) puaial ia gl Jilail)
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Ce D amdl e o) e ey Anall 3130 ) J 138 5 (0.631) A Aaaal 5 (.0.270) DA
Gl dlae 8 3 anlu s CaEY) Canall a2l da )y Vo) s ) (308 dagall Jal 5all
= Al bl (e (et sa axall el olaad) Jass sl () 5 B2l Cpm yall ALY (e 30a alac)
leny (3L 5,0 Sigd) st 5 (CAT) o el 138 5 Lalgad cul ) JiS) aaiy (3) &l
ol a5 (3.203) o_laia (boen Jaws g a5 (Shaine ol Y 33l 31 aa L e J gl
238 (I Jadis Lan (0.641) G Aad) 5 (0.261) 45 a353) Jalaa s (0.835) 558 5 _nas
Al s @lai e 5,8l e3d e 31 85 (5 e o Ja5 Aiall (8 0 4Y) lai Aga s (e 5
Slo (33 Gl LSl Ay Ldla) ciladd 32Ul slal w38) G )5 (CA3) 58l cilias Laiy
(0.235) o_lade adid) Jalaay (0.718) sobe <l il (3.061) 3% 5 (lus sy S
ohiAga s (e 2l e (Blal Gena 58 038 (5 gluse (@il eyl Lea (0.612) A dpaal
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D) ApaaY) CESEAY Jalra s el Gl ) bual) ol Swall &
0.641 0.261 0.835 3.203 CA1 1
0.636 0.216 0.688 3.179 CA2 2
0.612 0.235 0.718 3.061 CA3 3
0.641 0.248 0.796 3.204 CA4 4
0.627 0.264 0.828 3.136 CA5 5
0.631 0.270 0.852 3.157 CA Jxxall

Ol ge A8all 2ad Aia gl Jiladl) 2
&t A (RWC 1- RWC 5) &l jaall slat Al ol J3l clila) (I <Ll (7)) Jsasdl &l o)
Jalaa s (0.392) solme <ol )2l 5 (3.144) (sbos oy 2ol 1 (i 5 (50 3 aa 283l 2ay
O D aal) e o) e sty Al 330 ) Jy 1385 (0.629) A Apaal5 (0.125) DAl
Dloaiad Alee cpy (535 CaLaY) Canil) b A sl gV sl 3ol dagal) Jal sal
3] sadl L gl) 05 il e daadl g agil )5 agilala e <yl 5 b 3 ae JuaiV)
s (RWCS5) (2 2l 13 b Lalgd il jadll SiS) aed 5 (3) @bl g (oaa il o sl (e (o] 5
b s a5 (sl 53 e il s LeBdle g5 ) 2l 50 (pmnd) I
A daal s (0.236) 4ied S Jalaay (0.763) 3,8 (5obme ladly (3.232)0 e
o3¢l Mo 8l 55 (5 sl o Jaidimll &) 8V jhidea 5 e 58l o2 o () sy Les (0.646)
s ) Jiad gl Aad f) cp Al g (RWCT) 58l chlias ey 2ad) 13a (3las (pania 5 jadl)
ol yaily (3.074) 308y Sbes gy (S e (Buas Glead Gl 3l aeal Ladie
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calaail e sl Lae (0.615) 4wt 4eals (0.188)p_laae adial dalaas (0.579)s ke
WY i dea g e el 108 (Blhad fpaia B jaall 628 (5 gia
O3 e A8l 2zl s Sl Jidail) (7)) Jsaal)

D)) LpaaY) CESEAY Jalra s el Gl ay) bual) o gll Swall &
0.615 0.188 0.579 3.074 RWC1 1
0.641 0.241 0.772 3.207 RWC2 2
0.622 0.262 0.816 3.109 RWC3 3
0.619 0.208 0.645 3.096 RWC4 4
0.646 0.236 0.763 3.232 RWC5 5
0.629 0.125 0.392 3.144 RWC Jaal)

ALl Bliia¥) aedl dia gl Jdaill 3
s 315 ) (CR 1- CR 5) <l il slas Amll 2 il cilda] ) <21 (8) dsaadl i ¢
3541 Jalan 5 (0.878) (5 e il a5 (3.550) b oy 3nll 38 G 5 il 3l JliiaY)
Sa¥) e S aadl 13 ) e ¢ Aiaadl S0 o) Jy 1385 (0.710) s Aseal 5 (0.247)
e L g a2l a8 @3a 5 Jyshall saall e Baidl) ae g 3 dalad 1 jaiasl o (53 5 4y ) 5 jucall
i Ally (CRS) (& 2xall 1aa (8 Lalg) il adll JiS) aads (3) il (oam bl las ) (g0 e
e ol hay a3y (sl BEAY) dal e G, ey Bl 50 2a3)
(0.724) T Ggaa 5 (0.208) ASesi iDUiR) alan 5 (0.752) 535 5 fuma i il (3.619)
3l a2l Mo 8155 (5 sine o Jai Al 0 V)l dga s (e 38 o2 ol (I iy Las
JSy Gl Jlas @all 3l o)) (s Al (CR3) 38l cilias Leiy aed) 138 (3lai (peua
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g8l dnola - &gl Sty S50 il
<l il (3.503) 385 (obea hauy ol o (Lealeas olad (bl Jladl agn ) e 550
il e ut Las (0.701) A Gganl 5 (0.281)o ke 332} Jebaas (0.892) s sne
S8 R dea s e 2xall 13 (Blai (i B8 538 (5 sl

ALl LlaiaY) aad s ) Jidall (8) Jsaadl

D)) ApaaY) A Jalra s el Gl ) bal) ol Swall &
0.705 0.216 0.762 3.524 CR1 1
0.714 0.060 0.214 3.571 CR2 2
0.701 0.255 0.892 3.503 CR3 3
0.706 0.185 0.655 3.531 CR4 4
0.724 0.208 0.752 3.619 CR5 5
0.710 0.247 0.878 3.550 Judl CR

s 5 sie il gl clBle 5l alayl AS o lan¥) Jdaill il (i 2 L e sl

513 A3 paaall Aadaiall sl A dsmsr 2 138 5 A puiall Ul giasall e S 5 & savall Aalaiall
(9) Isaall b 05l ClBdle 50 sl (il (s sl ClEde
530 ClESle 55130 il siase Syl (9) 52l

Lt ) Aad Y o il
Tt Lyl | GadERY) Jalaa ol Ja ) o]
s Jall ’
2 0.631 0.270 0.852 3.157 Ol leatis)
3 0.629 0.125 0.392 3.144 Osd g Al
1 0.710 0.247 0.878 3.550 Gl 3l Baldiay)

Sl s AT Al LS V53 el Jind (b3l BlsY) 3 o) (9) Jsaad) b il el
S Aaall a8 cplalall 2181 s GeSay s3) leall Jas 5 Asasil) Liea Yl (385
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ﬁr ddg8)l deol> - dogall Sluwlys j8p0 Ao

O30l e A8all 2 g2 4

Fasall sl ol ALY i i ol Qo) s

b el (pe B ¢l i sl i s il Al (50 e s Jlaxind w5 il o8 (3
o duanll (ol oaskil gV ke ol i) il 8 A Aa i 3V Aol (3ol
Y il ey Al Al 8 adieal) salad &

bl MYl and dia ) Jalaill (1

2 3l Al (EE 1- EE9 ) sl elas Al ol Ji) il () il (10) Jsaad) gl o
S Jalxa (0.505) solbme il ail 5 (3.946) (bws o g 220l 138 (38a g alalall EllgsY)
¥ e Sy 2mal) V3 o e iy Asaal) 80 o) U V3 5 (0.789) s Bpaal 5 (0.128)
e 8 s sl 3g) bl Tl )y ilalal) Y bl ADA (e e 5315 gl
Sl O s 5 (EE4) b aadl 13 3 Lelgd il SIS aady (3) Al (oaiaal) Jaws )
3,8 (5 kxa Bl jadly (4.762) ooldie (i Jawy i Al (oo G Jlally szl
G A 03 ) ) i Laa (0.952) dusd Baal s (0.154) 438 DAl Jalass (0.732)
Al 138 Blas (aia 3l o3 (e 81 5 (5 sl o Jai duell &) Yl g

by Sol e (Obe¥l el e Sl BEaVL Hedll) ou A5 (EE9) 88 cilias Laiy
s gt 5 (0.112)0 ke 351 el s (0.497) s unn il il 5 (4.435) 5,85 s
S GBI A s e 2xd) s (Bl Gana B8l 038 (5 sl Rl el Lee (0.887)
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bl ALY sl a5l Ja3) (10) Jsaal

D)) ApaaY) DAY Jalaa @ Jaal) Gl jay) bal) o gll Swall )
0.944 0.096 0.454 3.721 EE1 1
0.906 0.136 0.618 4.531 EE2 2
0.929 0.059 0.275 2.646 EE3 3
0.952 0.154 0.732 4.762 EE4 4
0.927 0.208 0.965 4.633 EE5 5
0.933 0.133 0.623 3.667 EE6 6
0.898 0.126 0.565 4.490 EE7 7
0.925 0.122 0.563 2.626 EE8 8
0.887 0.112 0.497 4.435 EE9 9
0.789 0.128 0.505 3.946 I EEJall

@il Jlad¥) (S ) padll el Gdea sl sl (2
& (FLPA 1- FLPA 6 ) <l jaill slas dipall o 81 sl (I <ol (11) dsaadl il o
Glails (3.984) (s byl 1 Gias paddll Jao¥) Sxh sl den Gl
O sy Agal) 331 ) J3y 138 5(0.797) Lse Apaal5 (0.187) a3ial elxa s (0.745) 5 bons
Gl pg Aliall 5 plaia Wl S A1 )5t A ) el (53 Aagall ¥l (e ey 2l 138 ) o
AL 5 il o gl (e et sn 2adl 3] sl Jassgl) oy 0 AV ae Jaall Al gl
e gisask LN O yail) (s G5 (FLPAB) (o8 2l 138 b Lalgas) il Jall ) aai5 (3)
508 (5 lme lails (4,667 )ohie (mln Jansy Sllia (15 (Lgbo @ silay ) JSLEA) iamy
A G 5l 028 O (I i 1es(0.933) Apses Apea 5 (0.133) 4ta i) Julas 5 (0.623)
A o Laiy nal) 138 Ui (e 8588l 03¢ (Mo 31 55 (5 inna (o Jai dipal) (8 31 3Y1 ki
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e iy lee (0.494) dnsi pan) 5 (0.281) olaae AT Jalaa s (0.695) s Jlire Gl il

S R Ay e el 138 (Gl e 53 028 (5 sluse (alisl)
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Agaadll dpaaY) CEAY) Jalza s el Gl ) bal) o lf el &
0.716 0.272 0.976 3.582 FLPA1 1
0.881 0.215 0.948 4.403 FLPA2 2
0.878 0.124 0.542 4.388 FLPA3 3
0.879 0.111 0.49 4.395 FLPA4 4
0.494 0.281 0.695 2.469 FLPA5 5
0.933 0.133 0.623 4.667 FLPA6 | 6
0.797 0.187 0.745 3.984 I FLPA (JeaY)

A sai s Al gad bl ol aeal iia o)) Qi (3
I (NATSO 1- NATSO 8) i jaall sla dipall ol 8l b)) Ll (12) Jsaadl il ol
il yaily (3.611) (Sl oy 2ol 34 Gos g )AY) sad g QI gad  obud) ol aayy (Glat
Ok Al 24 ) Ja 18 (0.722) Aassi el 5 (0.201) @3a) dalza s (0.726) s kxe
Dl (e et sa ol 13g) loal) T gl Oy Jaall (3 dagall dlag¥) (e Bay 2ad) 138 ) e
pe o) ol Gl (NATSOT) (o 2xall 1n (8 Lalgud ol yaall JS1 axdg (3) bl (e il
hon s ciin gl (el b ASim Wl slad QiAW) 28 selie agh
At 4l (0.202) 4ied o) Jalaay (0.976) 3598 (sobee il adls (4.823)0lxe
s3] (Mo 8 55 (5 s Ao Ja5Aaall (821 8 Hhaidea s (e B8 o2a () I udy Les (0.965)
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ﬁ ddg8)l deol> - dogall Sluwlys j8p0 Ao
G Gl sdll) ge s Al (NATSO2) 58l clas Laiy andl 138 Flai e 5l
Jalaa 5 (0.948) (s sbine il il 5 (2.027) 3,538 5 (s s 5 (33 e (Jonll JSLEe ge Jalatl
G AN 038 (5 gina pRlidil o i Lae (0.405) s dsarls (0.468) o_lie adlial

AAY) Dl dea s G aad) s Gla
A a5 I g ) elad¥) ded iea gl Qi) (12) Jsaal

Aaadl) daaY) SR Jalaa s Jaall Gl ) (aadl Jaa gl Sl &
0.965 0.202 0.976 4.823 NATSO1 1
0.405 0.468 0.948 2.027 NATSO2 2
0.894 0.156 0.695 4.469 NATSO3 3
0.679 0.144 0.490 3.395 NATSO4 4
0.878 0.124 0.542 4.388 NATSO5 5
0.733 0.170 0.623 3.667 NATSO6 6
0.698 0.162 0.566 3.490 NATSO7 7
0.525 0.215 0.564 2.626 NATSO8 8
0.722 0.201 0.726 3.611 NATSO

S daaal) atial adill sV sbag) S ) lan V) Jalaill milis (i w08 Lo e ol
il LYY s Jlaa 3 53 59 S 138 5 A guiall il el Ganin S g 4 gaval) Aadaiall 55 80 sia
(13) Jsal) b daanl) adial il GV dlad (adli (a5 Aeaal)  adial
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