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This article tried, through Al Roshd Paradigm, to solve the problem
and the paradox between the thought and the action, between
knowledge and the fact in the Muslim world, and seeking the solution
through the thought of Mohammed Fethullah GUlen.

This scientific work reaches to distinguish seven steps to transform
our knowledge into behaviors and actions. These steps are inducted
from the books of Fethullah GUlen and his actions during years of
thinking and working.

GUlen arrived to build this approach and established its creative
mechanisms in transforming any idea into a fact, This enables Fethullah
GUlen Jama’a (Movement) to become the example of Muslims in the
east and the west, and thanks to this ability of effectiveness in the
GUlen’s thought; Turkey takes its position, day after day, as a leader of
the Muslim world.

We are asked, today, as researchers and thinkers to study seriously this experience, in order to
conclude the right methods of thinking, and the effective ways of acting.
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Self-development: a strategic choice for growth and economic well-being

Abstract

This study aims to shed light on the model of self-development, or
independent self-reliant as one of the most important strategic options
available to the majority of developing countries, if not most, out of the
crucible of backwardness and catching up civilization in order to achieve
growth and economic well-being of their peoples, in light of the failure
of all developmental tests adopted by the previous, which was shown
on the basis of the mechanical application of Western models of growth.

’Kgy words:

Economic Development, Self-Development, Economic well-being,
economic reforms
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The Effect of Market Knowledge and Consumptional Motives of Jordanian Universities
Students Towards Mobile Phones Brands Elements : Field Study.

Abstract:

The study examined the effect of market knowledge and Consumptional
Motives of Jordanian Universities students towards mobile phones brand
element "independent variable" represented by "brand name, , trade mark,
trade mark quality, trade mark positioning, and trade mark popularity, of
mobile phones among universities students in the north province and their
satisfaction "dependent variable" To achieve the study purpose, the researcher
collected data using a questionnaire developed through reviewing the related
literature.

The study was conducted on a large sample of university students having
the necessary knowledge of modern mobile phones available in the Jordanian
market.

A random sample consisting of (2000) Jordanian Universities Students
"male, female" using one or more mobile phones. Several statistical procedures
were used such as "Pearson, stepwise regression analysis, MANOVA's and
Scheffé rest for post hoc comparisons".
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Abstract

The main objective of this study is to examine the accounting system
practiced in lrak, Egypt, Alchemy, Iran and the Near East, from ninth to
fourteenth century A.D, and to appraise accounting practice and its regulation
which were introduced through fiscal reforms. The study is based on threes
books and a handwritten manuscript, Miftah ElI-Ouloum, Nehayat Al Erab Fi
Funun Al Adab, Risala El-falakiya, written by Al-khawarizmi al-nouwairi, and
Al-Mazandarani. There famous encyclopedia was considered as an important
work and was translated into the Latin language beginning in the eighteenth
century

IN the first Muslim era, a cultural movement flourished and a famous
school was established, specializing in the composition of encyclopedias in
many fields, including cultural, political, historical, social, financial, accounting
and humanitarian.

'Key words:

accounting, Islamic State, Miftah ElI-Ouloum, Nehayat Al Erab, Risala El-
falakiya.

L'objectif principal de cette étude est l'examen du systéeme comptable
pratiqué en Irak, Egypt, Al-Chemi, Iran et le Proche Orient, pendant la période
du neuviéme au quatorzieme siécle A.C. Trois livres et maniscrits sont a la base
de ce travail; Miftah EI-Ouloum, Nehayat Al Erab Fi Funun Al Adab, Risala El-
falakiya, écrit par les auteurs Al-Khawarizmi, Al-Nouwairi, et Al-Mazandarani.

A l'aube de I'époque musilmane, un mouvement culturel se développa et
de célébres écoles furent fondée et spécialisée dans les encyclopédie. Ces

derniers, traitais de nombreux domaines, y compris la culture, la politique,
I'histoire, le social, la finance, la comptabilité, et I'numanitarisme.

Mots clés:

comptabilité, Etat Islamique, Miftah El-Ouloum, Nehayat Al Erab, Risala
El-falakiya.
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The Willingness of Students in Private Universities

To Generate Positive Word of Mouth Marketing

Abstract

Dr.Hamza Salim Khraim

Marketing Department, Faculty of Business
Middle East University for Graduate Studies

Word-of-mouth marketing is highly recognized as one of the most
prominent and powerful tools affecting consumer decision making. This study
attempts to examine the willingness of students in private universities to
generate positive WOM marketing where inadequate research and literature in
Arab countries about such issue is a major concern. The model for this study
contends that satisfaction, incentives, experience, and the source has a
significant influence on students' willingness to use WOM. These propositions
are investigated using data collected from three private universities in Amman-
Jordan. Empirical support was found for three of our hypotheses. A key finding
is that satisfaction, experience, and the source has a significant influence on
students' willingness to use positive WOM. We conclude with a discussion of
how to use those variables in fostering interpersonal relationships between the
university and the students in order to increase the likelihood of students'
positive WOM behavior.

'Keyworaé:

Word of Mouth, Marketing, Private Universities, Decision Making

Introduction

hkhraim@hotmail.com

Word-of-Mouth Marketing, or WOMM, is a term used in the marketing and advertising industry to describe

activities that companies undertake to generate personal recommendations

as well as referrals for brand

names, products and services. This form of communication has valuable source credibility, as people are
generally be inclined to trust someone's opinion if they feel that it is offered freely and without prompting,
compulsion, or personal interest in communicating the information. People are more inclined to believe word

of mouth promotion than more formal forms of promotion (i.e. advertising)

because it is assumed that the

communicator was satisfied by the goods or services provided and is unlikely to have an ulterior motive (i.e.
they are not out to sell you something). Also, people tend to believe people whom they know. In brief
WOMM is a marketing phenomenon that facilitates and encourages people to pass along a marketing

message voluntarily (Grewal, et al., 2003).
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Word-of-mouth (WOM) is considered one of the oldest forms of marketing communication, whether from
the vendor, experts, or social acquaintances including friends and family. It may also be one of the most
powerful channels, particularly if the provider of WOM is someone known and trusted. WOM is considered
a key ingredient in the success or failure of a new business, the reason underlying this importance is that
WOM is very powerful in making decision easier and in accelerating decision process. Furthermore, WOM
is the least expensive, yet at the same time, the most credible form of advertising (Clow and Baak 2007). It's
becoming clearer that marketing success is determined more by the time it takes for customer to decide on
your product than by any other single factor.

According to Silverman (2001b) WOM accelerates the process of customer decision-making, from deciding
to decide, asking for information, weighing options, evaluating a free trial, and then finally becoming a
customer and advocate. He maintained that:

¢ The best way to increase profit is to accelerate favorable product decisions.

¢ The best way to accelerate product decisions is to make them easier

¢ The best way to make the decision easier is to deliver word of mouth, instead of confusing, low-
credibility information in the form of advertising, or other traditional marketing.

In addition to that, most external search studies include WOM communication as one source of information
on which consumers rely, in addition to other forms of search to create an index of total external search (e.g.
Blech and Blech, 2007). However, WOM differs from other information sources in several important ways.
WOM communications differ from non personal sources of external information in that the WOM channel is
immediately bi-directional and interactive. What is more, the internet is growing at such a rapid pace
including e-mail, websites, chat rooms, and video teleconferencing, WOM is even more important to
businesses today than ever before (Silverman, 2001b).

This importance is confirmed by Donaton, (2003) who conclude that one American in 10 tells the other nine
how to vote, where to eat, and what to buy. He highlights research showing how influential WOM has
become and focuses on the people most responsible for spreading it. His findings show the majority of
people rely more than ever on friends and family, rather than advertising or editorial, to decide which
restaurants to try, places to visit, prescription drugs to purchase, hotels to stay in and videos to rent. "It really
a critical shift point and marketers need to think about it fundamentally, not just think of throwing on a word
of mouth element" to marketing plans.

Finally, opinion leader group can play very important role as human information processors and it can help
in generating WOM. It has been suggested that opinion leaders exert a "disproportionate amount of influence
on the decisions of other consumers" (Flynn et al., 1994). Thus, the opinion leader group has the potential to
be very important to marketers in disseminating product and company messages and therefore it's considered
as essential part of the overall communication strategy.

The paper begins with listing research objectives, followed by detailed literature review that highlights key
issues of WOM. Accordingly, the next section focuses on research methodology, while the final section
provides a conclusions and discussion.

Research Objectives

There has been a lot of marketing research on WOM but not many has focused on covering the willingness
of students in private universities to generates positive WOM. This paper will fill this gap with main
objectives of this research are:

1. To examine the willingness of students to generate positive WOM in private universities,

2. To identify the most important sources of positive WOM that have more influence on students, and
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3. To explore how does WOM operate in cultures other than Western? Since most of the research and
literature is done in western societies, and limited attention was given to this issue in Arab countries despite
its extreme importance.

Literature Review

To clarify the distinctive features of WOM, this section will shed light on different issues including WOM
definition, power of WOM, levels of WOM and finally empirical research related to WOM.

Definition of WOM: The most common used definition of WOM communication is Arndt’s (1967) that is:
Oral person-to-person communication between a receiver and a communicator whom the person perceives as
non-commercial, regarding brand, product or a service. While Silverman (1997) defined WOM as informal
communications about products, services, or ideas between people who are independent of the company
providing the product or service, in a medium independent of the company. Patton (2000) define it as a
message about the products or services offered by an organization or about the organization itself which
involves comments about product performance, service quality and trustworthiness passed on from one
person to another. Finally, Stokes and Lomax (2002) defined WOM communications as: all interpersonal
communication regarding products or services where the receiver regards the communicator as impartial.

Power of WOM. WOM is more credible than any most sincere salesperson. It is able to reach more people,
faster, than advertising, direct mail, and even the Internet, because it can spread like wildfire. It breaks
through the clutter and the noise better than anything (Silverman and Eve, 2000). Even more important than
its credibility, reach, speed and ability to break through the clutter, is its ability to get people to act. People
think that WOM is so powerful because of its objective, independent nature. Why is that so important?
Because a decision maker is more likely to get the whole, undistorted truth from an independent third party
who has interest in promoting your point of view. This unique credibility gives word of mouth much of its
power. There are some other reasons why word of mouth is so powerful:

It is more relevant and complete. WOM is “live,” not canned like most company communication. That
means it is custom tailored to the people who are participating in it. People are not giving a pitch; they are
responding to questions, though most important questions, the ones the decision-makers themselves are
asking. Therefore, customers pay more attention because it is perceived as more relevant and more complete
than any other form of communication.

It is the most honest medium. Because it is custom tailored, and because people are independent of the
company, it is the most honest medium. And customers know it. Advertising and salespeople are notoriously
biased and not fully truthful. The inherent honesty of word of mouth further adds to its credibility.

1t is customer driven. Closely related to the above, word of mouth is the most customers driven of all
communication channels. The customer determines who she will talk to, what she will ask, whether she will
continue to listen or politely change the subject, etc.

1t is a mysterious, invisible force. Despite all of its overwhelming power, it is invisible. It is sometimes called
“underground” communication, or the grapevine.

1t feeds on itself. Word of mouth is like a breeder reactor. It is self generating, it feeds on itself. It does not
use up anything. If 10 people have 10 experiences that are 100 direct experiences. If they each tell 10 people
about their own experiences, that is an additional 1000 (indirect) experiences, which can be just as powerful
as the direct experiences. If they each tell ten people, that is an additional 1,000 people who now have 10,000
experiences in their heads. And so on.

Levels of WOM: According to Silverman (2001) there are several levels of word of mouth that are quite
different from each other and that vary both in nature and intensity. Nine levels of WOM ranging from the
“minus 4” level, where the talk about product is only negative, to the “plus 4” level, where every one is
raving about the product.

157



02 2al) LaSall 4 5 IV LKLY Aladl)

- 4 (Negative) WOM + 4 (Positive)

»

Levell (Minus 4): People are taking about product and complaining about it. It has reached to the level of
public scandal. People are asking each other about it and actively dissuading other people from using it. If
this is a short-term emergency, such as product recall that is reacted to quickly and responsibly, the product
can survive.

Level 2 (Minus 3): Customers and ex-customers go out of their way to convince the other people not to use
the product, but it hasn’t reached scandal proportions. Similar to level Minus 4 almost nothing can survive
this level.

Level 3 (Minus 2): When asked, customers rant, although they don’t go out of their way to badmouth the
product. They go on and on about how terrible your product is. The product sales will slowly erode in this
situation. The process will be slower because people are not actively seeking each other out to spread
negative WOM.

Level 4 (Minus 1): In this stage, people are not actively complaining about product, but when they are asked,
they have relatively negative things to say. Here advertisement and other conventional marketing can
sometimes provide a holding action, but very little progress will be made.

Level 5 (Zero): At this level, people use product, but are rarely asked about it. They don’t volunteer their
opinion. If asked, they have little (good or bad) to say about it. This product is getting little or no WOM. It’s
probably going to cost a fortune to get such a product widely accepted. It’s the level where most products
are.

Level 6 (Plus 1): When asked, people have nice things to say about the product. For example, people may
not necessarily go out of their way to tell anybody about a product or service from local merchants, such as
dry cleaners or restaurants, but if asked they well say It’s good, reliable, or any of the other nice things that
are true about the product.

Level 7 (Plus 2): When asked, customers rave. They go on and on about how wonderful the product is. Here,
conventional marketing is almost completely wasted because it is much les powerful that what is sitting there
for the talking. What is needed is for you to provide the channels and materials for your customers to rave.

Level 8 (Plus 3): At this level, customers go out of their way to convince other people to use the product.
This is what people talk about at parties: the new movie, the latest restaurant, the latest book. Again, provide
the encouragement and the channels, facilitate the process, and build a bigger plant.

Level 9 (Plus 4): Product is being talked about continually; people are asking each other about it. Experts,
local influences, typical customers, and prospects are all talking with each other about your product or
service and raving about its virtues. It is getting a considerable amount of publicity. At this level, it is
especially necessary to manage people’s expectations. Other wise, people will expect much more than will
be delivered, which is a sure recipe for disappointment. In this kind of a situation, sales are often growing at
such a rapid rate that the company cannot maintain quality. Again, expectations must be managed. Some
examples of companies representing level Plus 4 such as, Lexus Automobiles, Harley-Davidson and Apple
computer.

Empirical Research: According to Nielsen Global Internet Survey (2007) consumers around the world still
place their highest levels of trust in other consumers. Conducted twice-a-year among 26,486 internet users in
47 markets from Europe, Asia Pacific, the Americas and the Middle East (Egypt and UAE the only Arab
countries who participated in this survey). Nielsen surveyed consumers on their attitudes toward thirteen
types of advertising - from conventional newspaper and television ads to branded web sites and consumer-
generated content.

The recommendation of someone else remains the most trusted sources of information when consumers
decide which products and services to buy. Although consumer recommendations are the most credible form
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of advertising among 78 percent of the study's respondents (Tablel), Nielsen research found significant
national and regional differences regarding this and other mediums. Word of mouth generates considerable
levels of trust across much of Asia Pacific. Seven of the top ten markets that rely most on "recommendations
from consumers" are in this region, including Hong Kong (93%), Taiwan (91%) and Indonesia (89%)
(Table2). At the other end of the global spectrum, Europeans, generally, are least likely to trust what they
hear from other consumers, particularly in Denmark (62%) and Italy (64%) (Table3).

(Table 1)*
To What Extent Do You Trust the Following Forms of Advertising?
Recommendations from consumers 78%
Newspapers 63%
Consumer opinions posted online 61%
Brand websites 60%
Television 56%
Magazines 56%
Radio 54%

(Table 2) *

Word of Mouth is a powerful recommendation for Asians
Seven of the top 10 markets who relied on it hailed from Asia

Hong Kong 93%
Taiwan 91%
Indonesia 89%
India 87%
South Korea 87%
Philippines 86%
UAE 84%
(Table 3) *

Top Five countries to rely on someone else's recommendation

Hong Kong 93%
Taiwan 91%
Indonesia 89%
India 87%
South Korea 87%

* Source: Nielsen Online Global Consumer Study April 2007

Ying and Chung (2008) investigate how attitude towards purchase intention of a product is affected by
involvement level and presentation order of positive and negative WOM information when presented in a
single-message single-source context. Two studies were conducted with undergraduates of a top Asian
university using experimental setups. It was found that subjects tend to base their evaluations more on later
information than earlier information regardless of involvement level. This recency effect was consistently
found across the product categories of tourist destination and restaurant in both studies. Despite obtaining
differences between high and low involvement levels in the pretest for both products, the difference was
found again in only the restaurant category in the manipulation check of both studies. Findings of this paper
can help companies to position messages in their favor when both positive and negative information needs to
be presented.

The purpose of Ferguson (2008) paper is to study word-of-mouth and viral marketing, and attempt to
determine their measurability in terms of return on investment (ROI). The study examines real life
campaigns from well-known companies and attempt to measure consumer response beyond merely viewing
or participating in the campaign. How much of an actionable response can be evoked and measured from
viral and word-of-mouth campaigns? The paper explores some recognizable viral marketing campaigns and
studies the effects they had on product sales, consumer advocacy and brand awareness. It teaches important
factors to consider when developing word-of-mouth marketing: who is doing it well, who is not, what lasting
effects can a campaign deliver, and are there any effective ways to measure return on investment. The paper
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finds that word-of-mouth or viral marketing efforts are not always a sure bet. But a well-placed, calculated
and provocative campaign can spark a firestorm of business that sometimes can be effective for years in non-
terminal new mediums like the internet. The paper suggest following the included Viral Commandments
when creating a word-of-mouth campaign to ensure marketing resources are put to highest and best use. It
also suggests focusing on identification of the consumer as a vital step to build advocacy.

While Needham (2008) paper aims to describe the ways word-of-mouth (WOM) can operate in social
network platforms such as Facebook. Using Headbox, a research and seeding community for 30,000 16-25
year olds who share their thoughts, their opinions and their ideas and get rewarded for it, consumer insights
on brands and how positive and negative WOM are described. The paper finds that the importance of co-
creation is vital in diffusion. Co-creation implies that marketing happens with young people rather than it
being directed at them. In addition to that, a new approach to marketing using social networking and a very
large sample suggests that we are near to a clearer understanding of the complexities of diffusion by WOM.

According to Soutar et al., (2007) WOM represents an opportunity to organizations who continually seek
new ways to achieve competitive advantage because it has a powerful influence on consumers' attitudes and
behaviors. This study aims to investigate the complexities of the WOM concept and simultaneously examine
the triggers that motivate people to offer WOM and the conditions that enhance the chance of WOM
occurring. The findings revealed two key WOM themes, termed “richness of message” and “strength of
implied or explicit advocacy”, as well as various triggers and conditions that affect WOM occurrence. The
study suggested that WOM activity is more complex than previous research has argued. Managers should
consider various WOM facets and, in particular, recognize WOM will be most favorable when it is positive,
richly described and conveyed in a strong manner.

The important influence of peer recommendations on consumer purchases has been strongly established.
However, the growth of electronic discussion boards has created a channel for online word-of-mouth
(OWOM) between people who have never met. The study of Fong and Burton (2006) is the first to examine
WOM in online discussion boards and thus provides valuable insight for marketers into this growing source
of WOM. It aims to examine and compare the frequency and content of postings on digital camera electronic
discussion boards within US and China based websites. The analysis showed quantitative and qualitative
differences in the content across the two sites. There were differences in the pattern of brand mentions across
the two websites, and requests for information seeking behavior also varied across the two sites; users of
EachNet were more likely to request information, thus possibly increasing the likelihood of, and influence
of, OWOM on this website. There were also significant differences in content, with higher country of origin
(Co0O) effects on EachNet. CoO effects were largely strongly negative, in particular showing high levels of
negative references to brands originating from Japan.

While the objective of Podoshen (2006) article is to explore if there is a difference between American Jewish
consumers and American non-Jewish consumers in the use of word of mouth and brand loyalty in response
to the purchase of durable goods (automobiles). Additionally, this article aims to explore if there is a
difference in the use of WOM and brand loyalty among American Jews with differing levels of acculturation.
The study shows no significant difference in brand loyalty and word of mouth between all American Jews
and American non-Jews, however, a significant difference between highly acculturated American Jews and
low-acculturated American Jews was found. The article helps firms plan their marketing strategy in terms of
how they will utilize word of mouth where American Jewish consumers comprise a significant part of the
target market.

Wirtz and Chew (2002) research examined how incentives work to actively encourage WOM, and how
incentives would potentially interact with other variables that have been shown to drive WOM. The results of
the study show that satisfaction does not necessarily increase the likelihood of WOM being generated. It
shows also that incentives are an effective catalyst to increase the likelihood of WOM being generated by
satisfied consumers and tie strength to be an important variable in explaining WOM behavior. The findings
suggest that satisfied customers are a necessary but not sufficient condition for getting positive WOM and
those incentives may be an effective way to get satisfied customers to recommend a firm.
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Finally, Gremler ef al. (2001) investigated four dimensions of interpersonal bonds: trust, care, rapport, and
familiarity. They contend that as a customer’s trust increases in a specific employee, positive WOM
communication about the organization is more likely to increase and such trust is a consequence of a
personal connection between employees and customers, and employee familiarity with customers. A key
finding is that the presence of interpersonal relationships between employees and customers is significantly
correlated with customer WOM behavior. Moreover, one key dimension of the employee-customer
relationship is interpersonal trust, or "confidence in an employee’s reliability and integrity".

Proposed Model and Hypothesis

The proposed model is based on the above literature review, it was found that satisfaction, experience,
incentives, and the source are the most influential factors that boost the role of WOM in consumer decision
making. Some of those variables are also included at Wangenheim and Bayon (2004) model.

Figure 1: Proposed Research Model

Satisfaction

Experience

A 4

Word of Mouth

Incentives

Source

Numerous empirical studies have identified a positive association between customer satisfaction and WOM.
Evidence indicates that WOM is often related to consumers’ satisfaction or dissatisfaction with previous
purchasing experiences (Blodgett et al., 1993). Richins (1983) found that the tendency to engage in negative
WOM was positively related to the level of dissatisfaction. Therefore, we expect that:

H1: Satisfaction has a significant influence on students' willingness to use WOM
Hla: Dissatisfied students are willing to use WOM more than satisfied students

According to Gilly et al. (1998) someone who an expert in a particular product category should dispose of
more product or purchase related information in this field and therefore his/her opinion will be sought more
often than the opinion of others. Moreover the greater knowledge base of experts should enable them to
convince others more effectively of their opinion on products and brands. To Jacoby and Hoyer (1981)
experts are more often opinion leader in a product category than other. Therefore, we expect that:

H2: WOM from expert and opinion leaders has a direct significant influence on students

Satisfied customers need to feel motivated to provide WOM. People who are rewarded for a behavior are
more likely to engage in that behavior again (Buhler, 1992). A monetary incentive (reward) can be used as a
reinforcer to shape behavior (Gupta and Shaw, 1998). In other words, incentives can function as an extrinsic
motivator, and this motivation may increase as the incentive increases. Therefore, we expect that:

H3: Incentives provided by universities has a direct significant influence on students'
willingness to spread positive WOM

Consumers interact with people from a spectrum of various degrees of tie strength, ranging from strong
primary (e.g. brother) to weak secondary (e.g. a seldom-contacted acquaintance). Strong ties have been
shown to be more likely to be activated for information flow and are more likely to provide information
(Brown and Reingen, 1987). Also the amount of WOM generated was higher within groups with many
strong tie relations, than within groups with many weak tie relations (Bone, 1992). This indicates that
consumers engage in more WOM with strong than with weak ties. Based on that we expect:
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H4: The source of WOM has a direct significant influence on students' willingness to spread
positive WOM

Research Methodology

To empirically investigate the proposed model, a questionnaire was used comprised a five-point Likert-type
format concerning the questions related to WOM. The first section contained questions about respondent
demographics, while the second section contained questions related to WOM assessed on a 5-point scale.
While the statement " I am willing to inform other students my opinion about the university according to my
experience" will be used to measure WOM. The questionnaire was pre tested by asking 22 students to
complete the questionnaire to discover any difficulty or ambiguous questions. After that, a total of 600
questionnaires were distributed through convenience sampling, employing students from both genders who
took the questionnaire to friends and other students inside the university campus. Of these questionnaires,
483 were returned, 33 of which were discarded due to incomplete responses. Thus, 450 were used for the
analysis. The questionnaire was distributed in Arabic language to undergraduate students enrolled in three
private universities located in Amman-Jordan. To assure face validity of the translated version, the
questionnaire was checked by expert to confirm the accuracy of translation.

Respondents Profile

As shown in Table 4 the survey respondents came from a relatively broad cross-section of students'
population. Of the respondents, 32.9 percent were less than 20 years of age, 60.4 percent were between 21
and 25 years of age, and only 6.7 percent were 26 years of age or over. Seventy percent of the respondents
were male and 29.6 percent were female. About 12.1 percent of the respondents are first year students, 17.4
in second year, while 27.5 percent in third year, and the highest 36.2 percent at the fourth year and the rest
6.9 percent were final year students. In terms of nationality, 62.4 percent of the respondents were Jordanian
and 37.6 percent were non Jordanian. Colleges represented by the survey respondents were: business (42.0
percent); Law (4.4 percent); Arts (12.0 percent); IT (10.7 percent); Science (0.9 percent); Engineering (11.8
percent); Pharmacy (15.3 percent); and others (3.1 percent).
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Table 4: Cross Tabulation of Respondents Profile by University

Philadelphia Applied Science Amman Private Total
university university university
College
Business 49 (10.9 %) 46 (10.2 %) 49 (20.9 %) 189 (42.0 %)
Law 12 (2.7%) 6 (1.3 %) 2(0.4 %) 20 (4.4 %)
Arts 16 (3.6%) 30 (6.7%) 8 (1.8 %) 54 (12.0 %)
IT 15 (3.3 %) 26 (5.8 %) 6 (1.3 %) 47 (10.7 %)
Science 4(9%) - - 4(9%)
Engineering 19 (4.2 %) 26 (5.8 %) 8 (1.8 %) 53 (11.8 %)
Pharmacy 35(7.8%) 12 (2.7 %) 22 (4.9 %) 69 (15.3 %)
Others* --- 4 (0.9%) 10 (2.2 %) 14 (3.1 %)
Total 150 (33.3%) 150 (33.3%) 150 (33.3%) 450 (100%)
Age
Less than 20 37 (8.3%) 54 (12.1%) 56(12.5%) 147(32.9%)
21-25 100 (22.4%) 82 (18.3 %) 88 (19.7%) 270 (60.4%)
26-30 9 (2.0%) 8 (1.8%) 4 (.9 %) 21 (4.7 %)
More than 31 1(.2%) 6 (1.3%) 2 (.4%) 9 (2.0%)
Total 147 (32.9%) 150(33.6%) 150 (33.6%) 447 (100%)
Academic Year
First year 6 (1.3 %) 18 (4.0 %) 30 (6.7 %) 54 (12.1 %)
Second Year 36 (8.0%) 24 (5.4 %) 18 (4.0 %) 78 (17.4 %)
Third Year 41 (9.2%) 48 (10.7%) 34 (7.6 %) 123 (27.5 %)
Fourth Year 52 (11.6%) 46 (10.3%) 64 (14.3 %) 162 (36.2 %)
Final year 13 (2.9 %) 14 (3.1 %) 4 (.9 %) 31(6.9 %)
Total 148 (33.01%) 150 (33.5 %) 150 (33.5%) 448 (100%)
Gender
Male 113 (25.1%) 88(19.6%) 116 (25.8%) 317 (70.4%)
Female 37 (8.2%) 62 (13.8 %) 34 (7.6%) 133 (29.6%)
Total 150(33.3%) 150(33.3%) 150(33.3%) 450 (100%)
Nationality
Jordanian 83(18.4%) 120 (26.7%) 78(17.3%) 281(62.4%)
Non Jordanian 67 (14.9%) 30 (6.7%) 72 (16.0%) 169 (37.6%)
Total 150(33.3%) 150(33.3%) 150(33.3%) 450 (100%)

Table 5 shows the descriptive statistics used to measure the WOM items. As we can see from the table
all statements are above the 3 level, which indicates appositive indication towards generating positive
WOM. The First statement received the highest mean with 4.36 which indicates students if satisfied
are willing to say positive things about the university. With the second highest mean of 3.95, statement
number 15 was ranked second which indicates that information from my friends is more valuable than
different types of advertisement. While statement 9 ranked third with 3.87 mean, and again it
emphasize the role of friends and relatives as information source. While on the other side statement 8
has received the lowest mean of 3.14 among all items used to check the WOM dimensions.

Table 5: Descriptive Statistics

WOM items Mean Std.
Deviation
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—_

If T am satisfied I will say positive things about my University 4.36 912
2. If T am not satisfied I will say negative things about my University 335 | 1.347
3. Information about financial incentives offered by the university was | 3.21 | 1.154
the most important thing for me
4. 1 consider senior level students as the best source for information 3.41 1.967
about any university
5. When I get incentives such as scholarship, I will talk in positive way | 3.75 | 1.165
about the University
6. When I need information about a university, usually I ask my close | 3.20 | 1.173
friend
7. When I hear positive things about my university from expert people | 3.27 | 1.237
such as Ministry of Higher Education, I will consider it

8. When I hear in media positive things about my university such as 3.14 | 1.178
library, computer labs, I will consider it

9. If advertisement contains little information, usually I seek 3.87 .859
information from friends and relatives

/0. Information coming from the university employee's (registration 325 1.123

dept.) highly influence my attitude towards the university
11. Information about the academic Faculty highly influence my attitude | 3.44 | 1.164
towards the university
/2. Even when I am not satisfied from the university, still I will say 331 | 1.252
positive things about it
/3. Information from experts and opinion leaders create positive attitude | 3.82 | 1.073
about my university

/4. Tam willing to inform other students my opinion about the 3.57 | 1.021
university according to my experience

15. The information that I get from my friends is more valuable than 3.95 1.035
different types of advertisement

16. 1 prefer to depend on various sources rather than relying on single 3.77 | 1.228
friend

Instrument Validity and Reliability

A principal component factor analysis with varimax rotation was conducted as an extraction method for the
factors. Initial examination of Table 6 suggests a four-factor structure that accounted for 66.11% of the total
variance. As Table 6 shows the loadings for the items that consists the four factors in general are quite
encouraging (> .50), with three factors generally loading quite strongly on their intended factor except for
the third factor, incentives with only two items. All items except two have loaded on their hypothesized
factors, therefore convergent and discriminant validity for all constructs is supported.

Table 6: Factor Analysis for Construct Validity

Statement Factor Loading
SAT EXP INC SOuU

If T am satisfied I will say positive things about my University .826

If T am not satisfied I will say negative things about my University .642

Even when I am not satisfied from the university, still I will
say positive things about it

When I hear positive things about my university from expert
people such as Ministry of Higher Education, I will consider it

.586

.559

When I hear in media positive things about my university
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such as library, computer labs, I will consider it 844

Information from experts and opinion leaders create positive
attitude about my university

Information about financial incentives offered by the

university was the most important thing for me.

When I get incentives such as scholarship, I will talk in
positive way about the University

When I need information about a university, usually I ask my
close friend

Information coming from the university employee's

(registration dept.) highly influence my attitude towards the
university

Information about the academic faculty highly influence my attitude towards
the university .827

The information that I get from my friends is more valuable
than different types of advertisement. 746

I consider senior level students as the best source for information about any .668
university

.692

909

.525

827

816

% of Explained Variance

11.21 11.45 8.53 34.92

Total variance explained = 66.11
Extraction Method: Principal Component Analysis. Rotation Method: Varimax with Kaiser Normalization.

Instrument Reliability

All scales except one performed well on the tests conducted to assess the quality of our measures. The
instrument for measuring satisfaction, experience, and source showed satisfactory internal consistency (all
Cronbach alphas > 0.70) as suggested by Nunnally (1978). However, the instrument for measuring
incentives performed poorly (alpha =0.62) although the scale had shown good reliability in the pretest (alpha
=0.71).

Table 7: Cronbach's Alpha for the Scales

Variable No.of | No.of | Alpha
Cases Items
Satisfaction 450 3 0.88
Experience 450 3 0.75
Source 450 5 0.83
Incentives 450 2 0.62

Data Analysis and Hypothesis Testing

To test the proposed model for this study, Multiple Regression Analysis will be used, which allows us to
investigate a set of independent and dependent variables. As shown in Table 9, the Variance Inflation factor
(VIF) indicates that Multicollinearity does not cause any problem since all independent variables was below
the threshold of 10 (Neter and Kunter 1990). Furthermore, when the tolerance value is above .60, it is also
considered as an evidence of the absence of multicollinearity among the independent variables as indicated
by Hair et al., (1995). Accordingly, The Durbin-Watson test statistic as shown in Table 8 is very close to 2,
indicating that the adjacent residuals are uncorrelated (Anderson et al., 1990). In addition to that, Table 9
indicates that three out of four of the casual relationships between the variables proposed in our model are
highly supported.
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Table 8: Model Summary

Adjusted Std. Error of
Model R R Square R Square the Estimate Durbin-Watson
1 .5328 .310 .309 .8776 1.945

a. Predictors: (Constant), SOU, INC, EXP, SAT

Table 9: Model Testing

Unstandardized Standardized
Coefficients Coefficients Collinearity Statistics
Model B Std. Error Beta t Sig. Tolerance VIF
1 (Constant) 1.412 .384 3.678 .000
SAT .245 .070 .164 3.506 .001 .938 1.067
EXP .236 .063 175 3.750 .000 .947 1.056
INC .369E-03 .058 .003 .058 .954 .945 1.058
SOou .252 .086 .140 2.949 .003 .905 1.105

Hypothesis Testing:

The results of the H1 shows that satisfaction has a significant influence on students willingness to use WOM
(t=3.50: sig=0.001). While for H1a, results have indicated that satisfied students has received higher mean
(4.13) which is definitely higher than dissatisfied student who got only (3.20). This result goes against Hla,
which means satisfied students are willing to use WOM more than dissatisfied students. Therefore, Hla is
not supported. This means that satisfied students are willing to spread positive WOM more than dissatisfied
students.

Turning to H2, it was found that WOM from expert and opinion leaders has a direct significant influence on
students (t = 3.75: sig = 0.000). Concerning H3, it was found that incentives provided by universities does
not have a direct significant influence on students willingness to spread positive WOM (t = .058: sig =
0.954). Finally, H4 proved that the source of WOM has a direct significant influence on students (t = 2.949:
sig = 0.003). Table 9 summarizes the results of hypothesis testing. To achieve the second objective, it was
found statement 6 (friends) has received the highest mean 3.87. While expert and opinion leaders came in the
second position with 3.57. Formal sources about academic faculty ranked third with 3.45.

Table 10: Results of Hypothesis testing

Hypothesis Result
HI: Satisfaction has a significant influence on students Supported
willingness to use WOM
Hla: Dissatisfied students are willing to use WOM more than | \j¢ Supported
satisfied students
H2: WOM from expert and opinion leaders has a direct significant Supported

influence on students

H3: Incentives provided by universities has a direct significant Not Supported
influence on students willingness to spread positive WOM

H4: The source of WOM has a direct significant influence on

students Supported
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Conclusions and Discussion

First of all, this research has contributed to marketing theory by extending the concept of WOM in two
areas; from traditional durable products into new service market (education); and from Western cultures to
relatively conservative eastern culture (Jordan).

In this study, we hypothesize and empirically test the proposition that satisfaction, experience,
incentives and the source, can significantly influence WOM communication. The results of the present study
enhance our understanding of how WOM influences students' willingness to spread WOM. We were able to
show as indicated in Table 8 that satisfaction, experience, and the source have a direct influence on the
students. While for incentives, result has showed no support for such factor on students.

When students were satisfied, the WOM generated was more positive and they were more likely to make a
recommendation, which is consistent with Swan and Oliver’s (1989) findings. The findings also show that
source relationship affects WOM behavior. Furthermore, we found that when satisfied, consumers spoke
positively about the university and made a recommendation to relatives and friends, which is consistent with
Richins’ (1987) findings. It is also recommended that ongoing market research with regard to current student
satisfaction should be undertaken to ensure that the needs of students are being continually met.

Because most students search for information before making such a high-involvement decision as to which
university to attend, simple strategies for universities interested in targeting new students would be to
arrange to have opinion leaders within their reference groups talk with students. While having a weekend for
friends or siblings might work quite well in targeting students, such a procedure would be prohibitively
expensive as a strategy for enrolling students. Selecting “successful” graduates to speak to prospective
students in their home town has worked well in one strategy. Providing special activities at an Open Day just
before graduation when younger siblings with parents of current graduates are present will work. As many of
the students indicated that they sought the advice of their parents, it is important to schedule a special event
especially for them. In addition to these efforts, it is vital for universities to position itself in the obvious path
of potential students who are seeking information. This effort might involve sponsoring or participating in
seminars, workshops, and/or community events related to the university's offering of knowledge-based
services.

One of the main contributions of this study is testing the effectiveness of incentive in increasing WOM. In
practice, firms use gifts, discounts, credits, loyalty points, and outright cash to encourage their customers to
recommend or sign up family members or friends for a service. Results of this study showed that such
incentives can be less effective in the case of universities, and the success of the university was less
dependent on financial incentives and more dependent on teaching quality and the reputation of the
institutions involved.

Furthermore, as employers and academic staff were considered to be significant players in advising
prospective students, targeting this group would also be a worthwhile endeavor. Fostering of interpersonal
relationships between faculty and staff with students is important and may help encourage positive WOM
behavior. Enrollment administrators need to furnish the information that students needs. Deanship of
students' affair can also contributes in providing assistance for students with all information and encouraging
them to communicate and interact both formally and informally with university community. Thus,
encouraging interpersonal bonds may be a strategy worth considering to increase the likelihood of student
WOM behavior.

Universities can also direct potential students to contact expert people such as Ministry of Higher Education
to ensure the superiority of the university image, services and facilities. Knowledge of this information will
enable universities to avoid significantly reducing its tuition fees while experiencing significant enrollments
at higher fees.
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It is especially important that universities routinely gather information from new students about the sources
of information they used when selecting the university. This information, in turn, allows the university to
target the specific WOM behavior of potential students. Based on that, the Internet and World Wide Web
offer unique opportunities to reach selected students searching for courses and university related information.
For future research, we can also test how the Internet as a medium of communication boosts the effect of
WOM on students.

Finally, this study recommends that WOM marketing must form an integral part of a marketing strategy,
rather than regarding it as an uncontrollable form of marketing. In doing so, we can built on existing
strengths of progressive marketing rather than adopting more traditional marketing strategies to turn the
uncontrollable into a more proactive, controllable form.
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Questionnaire

Part One: Tick V in the box that reflects your answer

1.
2.

o
o
3.

University Name
o Philadelphia o Applied Science 0 Amman Private University
College
Business O Arts O Science o Law 0 Engineering
Pharmacy olt o Others
Age
o Less Than 20 o 21-250 26- 30 0 More than 31
Academic Year
o First Year 0 Second Year o0 Third Year o Fourth Year o Final year
Gender
0 Male o Female
Nationality
o Jordanian 0 Non Jordanian

170



02 2ael) deSadll Ay g YT - AELASLY) Aladl)
Part Two :

Choose the number that reflects your answer (1=Strongly Disagree, 5 = Strongly Agree)

If I am satisfied I will say positive things about my University

If I am not satisfied I will say negative things about my University

Information about financial incentives offered by the university was the most important thing for me.

I consider senior level students as the best source for information about any university

When I get incentives such as scholarship, I will talk in positive way about the University

When I need information about a university, usually I ask my close friend

When I hear positive things about my university from expert people such as Ministry of Higher

Education, I will consider it

8. When I hear in media positive things about my university such as library, computer labs, I will
consider it

9. If advertisement contains little information, usually I seek information from friends and relatives

10. Information coming from the university employee's (registration dept.) highly influence my attitude
towards the university

11. Information about the academic Faculty highly influence my attitude towards the university

12. Even when I am not satisfied from the university, still I will say positive things about it

13. Information from experts and opinion leaders create positive attitude about my university

14. 1 am willing to inform other students my opinion about the university according to my experience

15. The information that I get from my friends is more valuable than different types of advertisement.

16. 1 prefer to depend on various sources rather than relying on single friend

NN BN~
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