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Summary:

The research aims to develop a conceptual framework of
knowledge contemporary knowledge capital (intellectual), and its
importance, and its components, including the capital of the customer,
and review the entries measure the capital of the customer, and provide
a workable model to measure the capital of the customer application on
the tourist hotels of Yemen class four stars in each of the cities of Aden
and Hadramout model. The researcher used method of comprehensive
restriction of the executives of the hotel's (8) tourist hotels four—star
category. The results indicated that customers capital in Yemen tourist
hotels four—star category with a medium level, and according to the
classification reached by the researcher results showed that physical
capital, customer capital is low compared to customers that were
positive morale good degree. The main reason for these results to the
deteriorating security situation faced by Yemen since the beginning of
2011. Based on these results, the researcher to a set of
recommendations and proposals that address the deterioration of the
situation, the Yemeni tourism, and seeks to develop the intellectual
capital on the head with customers of both types of physical and

morale.
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. customer profitability Jaeall duayy -

A yealial) (e sS5 daenll Jleo iy of 50 (Stewart, 1997 ) caldl —(¥

el Glaliialy @byl dabiall 40l gae (€2 Jpell Liay -

Lo dalaie pa Jalaily o))y (sl) st saa Sy 3 Jpenll oYy -

Jaleil) Ayl el Lol leiay) e dadaiall 308 gaa (uSay ¢ Jraalls LlEY) —
Ssan

vie lae¥) Hlan sl agla ey Ll o Hh dabiial) alaial gae (uSay 0 Jranl) €0 -
lee dgngall Jaaad Jag Baas Cilaiie avesd

el 3 Ll @lhd) 3 dadiid) ol gae oSay tame gsbelly hendl 4S5l =
- pern Gilaglaall Joliiy Lgaldy Lgilieas

el Apulil unlie el lay 154 (Edvinsson and Malone, 1997) gliald) —(*
tsr deand) Jle
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« customer type Juall g8 —

« customer duration Jieall Jalail 40030 358l —

« customer role Jueell j50 -

« customer support Juall acy -~

. customer success Juwall ~lai; -
customer attraction ) (Jaeall dudla Jiby) mllaiaey ALl ueddl Gunliall ety lalll 2l
-(index

foh oelia BB DA e daenll Jle ul) el (S 4l (55 (Duffy, 2000) Eald —(¢
¢« processes llaall —
¢ tools sy -
. customer equity Jieall 4ad sai pexi Al techniques culylly —
tob Lo el i ALl Lanlaadl ol (Duffy ,2000) sl - ),
«( customer franchise Jwall jlial ) dalaiall ¢Sae 320 -
¢( customer retention Juealls Lléay) ) Jaasll Glle s —
« customer profile Juexll Jalat 353 —
. brand equity il 4ady —

tod daendl Jlo Gy (elill e sane & i (Chen, 2000) Ealdl —(o
« basic marketing capability il Gygustl 5,8
s Llsa ¢ market share §sull duas 10l Jaws o lgie ) Gsnd) 8 Aabiial) adse —c
brand and caially 4l Adlall daew cmarket potential (@l adsa
«(trademark reputation
customer Jaeall Lia) :JBal Juw Je ) Jadus customer loyalty Juall oYy —&
investment Jieall 48le Wil ccustomer outflow Jieall 3a csatisfaction

.(on customer relationship
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d AU Jraad) Jle ) Gaslia ) LET (Rylatt, 2003) cald) —(1

Agreements, Contracts, Permits . a3 ll cagaall ccldlay) -

Average response rate to Customers.:da=ll Llaia¥) Jars Jaigia =

Customer  xilally a3l cVare el 5 DY) 485 o Maall Ly -
satisfaction, Acquisition cost, Churn rates, and yield.

Listings and number of customers .sduall 2xc g dlE  —

Market share . G5l 4as —

Online Sales per day.as: JU cuiy) laa e Glandl -

Ratio of Sales Contacts t0 .clawall cGlisa J Glapddl aVLAY dus —
Sales Closed.

Revenue percentage per Customer . .Jwe J<I dilall Jaza =

repeat orders.lkll sale) -

service awards d.all s -

Share of new Customer .aaall ¢Dlaall (e dasll -

5 el g AR Jlaly JISET a8 daead) Jle Gy o 5 (J0I@,2007) Eal) —(Y
Pl WS Al sl (e drad cn 500 AR Jland ) cisall (e 30 # 5y
Client Profile :¢ gl Jalat 3l 3,98 —(f

Number of public clients.lll (5L3 e o

Number of semi—public clients. ialall 4.5 LY 2 @

Number of private clients . palall (5L 2

Number of clients abroad.z,lall & il 2 @
Customers’ Portfolios : gdland) el —(w

Contract portfolio asll L,y o
o Number of contracts aga=ll 2=
o Points of sale xull Ll e

o First-time customers (se Js¥ ) sax il @
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New stakeholders _ :aaall cpaaluwal) —(z
Brand diiall of Adal) —(a
O Clients’ impression of the firm i3 il gLkl o

O Customer loyalty index  .;ya)l ¥y Jda @

O National/International market share .45l f ikl 3sull ias @

O Market share of closest .( 4usally duilagll (30 D<) GAY) Gl Gow doan @
competitor (both national and international)

o Number of customer suggestions il Cilaly@l sxe o

O Number of offices with . sl elay (eld dakil e Jous Al Caillagl) e o
customer satisfaction measuring systems

O Customer satisfaction index .5l Lay By @

+ Strategic portfolio : axiw) Jlaall —(&

0 5 largest customers during the year.iidl DA ¢Mac dued ST o

o Duration of existing customer . Juall ao GlEBay LaléiadU 4030 3240 @
relationships

0 % of customers who would . 1€ 30 dua gl easds il ALY dous @
recommend our firm

o New strategic customers during the .2l ¢ Wil aaall opadl i) i) @
year

o Investment on relational marketing &Mall &ygudll & HLiiay) e

Number of clients from the same business :jaall glhﬁ udd l_j cibl) ase —(

sector

Public Image  :dalall 3, all —(
Exposure to the media. el 53¢l Lapill o
Spontaneous notoriety index.ashill 5 iysall 5,08l Qs @
Number of unsolicited applications 4, yall e Cilankill e

16



dans oae A ayeny o8 (GALEY o Auilae dalyd Aalilal) b o SEY Jlall () palic aalS Jrel) Jla (il (uld

Investor Capital: jeiiaall Jladl (ul; —(J
Number of contacts with investors and . ullsally el CYLaN) e @
analysts
Number of solved aeudl ala closbee i€a o Jola paii 3l cbliniuny) 2 o

consultations from shareholder’s information office

Number of favorable recommendations from . pllsall e doubiall Gluagill 2c ®
analysts

Intensity, Collaboration and Connectivity :alaiy) g ¢ glxilly (ASUSY —(a

Number of business conferences attended. Jaall ciljcige jgias 22c

Lectures at scientific conferences aulall &yaisall & Clpalas @

Sponsorship agreements. Jlll jlazall cldlsl o

Professional networks .4éljay! il o

Employees involved in .(iule ¢ Loulis Jleel ) clin 8 Guilasall Sl o
boards (business, political, scientific)

Number of countries in which the firm i<l lgd Jaas Al Glald) 22 @
operates

Average number of employees per office .isday IS uabhgall 2ae langia @

Number of alliances with business iylaill Lujlaall pe Gldladll 2e @
schools

Number of commercial alliances i)laill calalladl) axc o

Lo (o dand) Jle Gl (a8 e cuendin o 3laadly Alaial) Ll 73t gz dgad — (A
(YO capsig 5 olag) sl &l pisal)

e dasll -

edaall 22—

S(Red) Jaeall Lol i) Dlapaal) -

gre Jaladll 2,800 adaind ol ) Dlaall 32—
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AS AN eDlaall lylby 222 —
caalll calhgall Al ¢Daall 222 —

sl laidy Jaend) Jsil e 55dl) basgia  —

sl L) s -

e sie U9 el LS L)

Lobe B Galie ) duead) Jle (uly el Cinieas 4l ) Gaald) aldy Gan e
P () ) ) Jsaal) Leanag LS @llyy dysina ol Aoy g5

- Agsinag Apale ulia ) Jaand) Gy Gunlia ciiaa (1) ady Jgaa

a4 ginal) (usilBal)

Agalall Gunlial)

customer satisfaction.dweall La
customer loyalty.dwsll ¢¥ 5
customer .Jwealls LaléiaY)
retention

na sl 5 Jyanl) 48 JLie

¢ customer type Jueall & 5

¢ customer role Jaesll 5o

¢ customer support Jwall aca

. customer success Jwall #las
customer Jyeall 1Bl -
cacquisition

repeat orders.callll sale)
market (sl gdsai sl AlSa -
<potential

brand aiall s 43 jlaill dadlal) dnass -
¢«(and trademark reputation

o Clients’ .AS_all (i) gLkl
impression of the firm
Exposure . 22 ¥ 3 5¢aY ia il
to the media

ARl 4y iall 3 sl Jida
Spontaneous notoriety index
Sponsorship .l Glezll bl

Agreements, .gad )l 3 siall (LAY
Contracts, Permits

Average response .sSwall Llainy) Jaxs Jass g
rate to Customers

2lall 5 324 3 ¥ are sl i MY Aaks
Acquisition cost, Churn rates, and yield.
Listings and number of .sdkall 22 5 443
customers

Market share .35l 4as

Online Sales .p5 JSI i iyl lad e Gl
per day

Ratio .l cilasia JSI Cilansall YU Auus
of Sales Contacts to Sales Closed.
Revenue percentage per .Jwe JS dilall Jaza
Customer.

service awards el 3 s

Share of new .33l ¢Slaall (10 Laal)
Customer

« customer profile Juweall Jalai s 92 -

. brand equity 43l dad -

. customer profitabilitydaes)) 4y -
Contract portfolio 2@l iy

o Number of contracts 2sill ac

o Points of sale gl Llé
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agreements

Professional .4l ia¥) SIS
networks

WJuael ) Gl 8 Guils gall &) i)
Employees .(Awle ¢ daulon
involved in boards (business,
political, scientific)

Aalal) G paigall & ) palaa
Lectures at scientific
conferences

Number of customer o3 Clal y8) s
suggestions

eliay bl Al e Jaas il Cailla ) s
Number of offices with customer .05}
satisfaction measuring systems

0 % of .S )il da gl (5 5 sy Al (L 51 A
customers who would recommend our firm
0 New .4l Uil aaadl () gaasil 5iny) ol 30
strategic customers during the year

o Investment on &3all (5 gudll & HLaiuY)
relational marketing

Number of 4s& el je Glipkaill sae
unsolicited applications

Number of .Gallaall 5 ¢ afinally YL 22e
contacts with investors and analysts

Gl glea iSa (e Jsla pai ) Ol LAWY 2ae
Number of solved consultations ae¥! lea
from shareholder’s information office
Number of .allsall (3 dpuliall Cilpa gl 22e
favorable recommendations from analysts
Number of A&l Led Jaxi (Al plall) xe
countries in which the firm operates
Average number .A4da 5 JSI ik gall 23e Jaw gia
of employees per office

Number of 3.;)\;3]\ u,a)\.\.d\ & Slallatl) axe
alliances with business schools

Number of commercial 4l clallasl) sae
alliances

Number of business .Jeall &l jaise ) sian 22e
conferences attended

e o sie IS o sheal L 51565 3 Lyl

AS Al e Dlaxd) il by 2ae

Aaad sl cals gall Al ¢ Sleal) 22e

Ealdl das G jaaall
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ALalial) dpaall o Jpemall ST lava it Jaall Jlo (ul) Gulie of o Lao ey
il Jaall lebaly Jsaal) Glley Guonl) daiil PA o Agusill dyaal) 3l Aaleial
Al Lgihe (e (ueady dabiiall skl Cogs S

Wyray Aapedl) Abpaall 383 (ule Jaeal) Jlo G Anmiall B)Y) Gl AT e
cGsmall 8 eIVG Adag el ailly o Dland) ae A8aly ¢ Jiand)
el o laaly SN o Leald o 3 Zijeall Llid Dhaas ol dajaall 5))3) 3 Jrealls
(Yrr0 cand) 1 V) 8 s (S Adliae (bl Jily
e sl diyee b dadll AL Rl Gl sl () tdseall Jla gy CusSs Yl
osSaiy Case DLl Clalal) @l g Ldly e wlalal glainl el e 400 aelus
Al aad 1 Andliall GlSHE e daudls si AS,A s 1y el Vgs el s e
A Jaand) Jlo (el cansy Lo a1 a o350 (53 Al 18 Al il el DA (ge
AN ol I Ol Gl s AY e s e dpanal iy Y
Al gy A o moalyy pilie (S (aSeB Jsanl) dipea ) ABlal) RIS (ald c Ll
i) o piaslilly VL] 858 (add (e i€ LS ST Jpaad) 45,800 ciye LSS cAdial)
e sl bl U Cy padis 5 aadls Cilicalsally
Gl eIy opiat e Juenll we L5l ALY e Aailal) djaall a0l 2 dpand) adlia 3l : WG
daaluall S opglaill 1305 A ety aluy Gl e Clajialls 5ol sy Aaadlally
A Leath ) Al aokay cpant (A ol S0 et o (S ieall gty )
sin o s S g ot (A Leleling 48,a0) bt i dsanll g Aaguady Jaladl) cla,
Ll dypea o GuSaly Cogu 1y o Slanll A8 e 02y ojaaly el sad o (Saiy s
B DA (e Jseall by Slalag Cagylay ddjnall ety 1aag 4,80 e la) S
Az 4y g8l

e dagliey CluiS) 4y S Clehally Glusleall e 230 Al Bla) ol 3 258l N
fab b lgie Juanll
:Aull i pladlly oLl (Beijerse, 1999 ) Gl o sl

assess customers; o Slanll ani —
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carry out customer satisfaction research;. Jueall ¢liay Cuny 2% —
obtain knowledge from customers; ¢ Juall (1o djeall o Joaall —
interview customers.. ¢ Seall dllie oLal -
Jaxi o (Say Jalae au)f (Lesser, Mundel and Wiecha  2000) sl 7581 LS
fets Jrandl A8l ardinds sy JS
Creating and nurturing .g yiall 5208 Jaeal) ddjan paghail ciljlsall 48l Blag el -)
."enterprise—led "customer knowledge development dialogues
Creating and operating .g il ¢lail S 3 Juanl) Zijre e sane Joriis oliy -
."centerprise—-wide "customer knowledge communities
cpead) QL Ak die Jpendl ddjre alainly A0l 3 Al Ul oDlid) Jgus -F
Facilitating the capture of knowledge-relevant data and the use of
.ccustomer knowledge at the point of customer contact
Demonstrating enterprise .Jwall Zdza Gdail g0l 328 S5 Gy o -t
.leadership commitment to customer knowledge
i) sk & (3sull ddyee 5y ol (Li and Calantone, 1998 ) glialdl ~ bl 4jle
(Campbell, 2003) : o daadasi Sllee EBE o (o< 2aall
a customer knowledge process. Jieall 4820 4l —)
a competitor knowledge process. dliall 4d 20 dulec —Y
the marketing research and R&D interface. jskills ¢gaill Liafds Basadill Cigny =Y
e 5yd o ((dsend) diyra 5y ) Jsa aiulp 8 (Campbell, 2003) ald) 5y Ly
Bipre JalSis g o T dant @) Ollaall o3y caalits cililee aul o 55 Jsanll
tot ilileal) 035 cdalaiall Jabs Jrenl
a customer information process. . Jiall losles 4dec )
marketing—IT interface. . G sl Glaglan Lagde<s Y
Senior management involvement. . Ll §)lay) aey -V
Employee evaluation and reward . jesill of sl daafy Calagall ayin —¢

systems.
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E 1Y L slly e olai) Aaliiall (520 (35S o bk Jaeall Bdyma 50 of S (S
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el pgaidiy calaill i Glgiall JS e cpilagall Giady cdpaasl) BE sl
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