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Abstract:

This study investigates the relationship between the listening to the
Voice of the Customer and the Mental Image of Organization. And aims
also to determine the impact of the listening to the Voice of the Customer
on the Mental Image of Organization. The researcher adopted the
descriptive analytical approach and used a questionnaire as a primary tool
for data collection. The study sample consisted of (515) a beneficiary of
Shagra University services - Kingdom of Saudi Arabia.

And many statistical methods were used, most notably the
correlation coefficient, and multiple regression analysis. This study
revealed a positive correlation relationship between the listening to the
Voice of the Customer and the Mental Image of Organization. Also, there
is a significant effect of the listening to the Voice of the Customer on the
Mental Image of Organization, in addition to the difference in listening to
the customer's voice and mental image due to the different tools used in
communicating with customers.

Keywords: The listening to the Voice of the Customer, the Mental
Image, Shagra University.
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