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Abstract

The aim of this study is to highlight the relationship between customer relationship management andb
improving the mental image of the institution by applying mechanisms for customer relationship
management, providing its services according to the requirements, needs and desires of its clients in
order to gain their satisfaction and gain new clients, while building long-term relationships with them,
that is, not only to capture the client, but also to guard the client, build a good mental image with them
and thereby gain a reputation among competitors.

As a field study, the subject of the study was dropped in the communications sector in Algeria. The
study involved a group of clients of the organization at the level of the tesscelet Sunday branch. The
questionnaire was used as a key tool in collecting data and information for the study. It was applied to
a random sample of the study community. This included information on customer relationship
management and improving the organization's mental image. It was distributed and retrieved for the
results. After statistical analysis, it was concluded that managing relationships with clients contributes
to building up a good mental image and improving the reputation of their organization, and that a
statistically significant relationship exists between them.

Keywords: customer relationship management, mental image, long-term relationships Algeria Telecom Corporation.
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Récapitulatif de traitement des observations

N

%

Observations

Exclu® |0

Valide 40

Total 40

100,0
,0
100,0

Statistiques

de fiabilité

Alpha de

Cronbach

Nombre

d'éléments

,901

28

Statistiques

de fiabilité

Alpha de

Cronbach

Nombre

d'éléments

871

12

Statistiques

de fiabilité

Alpha de

Cronbach

Nombre

d'éléments

,889

12
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Signification
asymptotigjfhvu
Valeur ddl e (bilatérale)
khi-deux de Pearson 9,096% 2 ,011
IRapport de vraisemblance 10,198 2 ,006
Association linéaire par
inéaire 7,691 1 ,006
IN d'observations valides 40
Tests du khi-deux
Signification
asymptotique
Valeur ddl (bilatérale)
khi-deux de Pearson 27,097° ,000
|Rapport de vraisemblance 29,157 3 ,000
Association linéaire par
linéaire 13,175 1 ,000
IN d'observations valides 40
Tests du khi-deux
Signification
asymptotique
Valeur ddl (bilatérale)
khi-deux de Pearson 2,6442 2 ,267
|Rapport de vraisemblance 4,144 ,126
Association linéaire par linéaire ,845 1 ,358
IN d'observations valides 40
Signification
asymptotique
Valeur ddl (bilatérale)
khi-deux de Pearson 9,096% 2 ,011
|Rapport de vraisemblance 10,198 2 ,006
IAssociation linéaire par linéaire 7,691 1 ,006
N d'observations valides 40

Tests du khi-deux
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Signification
asymptotique
Valeur ddl (bilatérale)
khi-deux de Pearson 10,370% ,006
|Rapport de vraisemblance 11,581 ,003
Association linéaire par
linéaire 9134 003
IN d'observations valides 40
Tests du khi-deux
Signification
asymptotique
Valeur ddl (bilatérale)
khi-deux de Pearson 9,969 ,126
|Rapport de vraisemblance 10,662 ,099
Association linéaire par
linéaire 1,329 249
IN d'observations valides 40
Tests du khi-deux
Signification
asymptotique
Valeur ddl (bilatérale)
khi-deux de Pearson 23,492° ,000
|Rapport de vraisemblance 21,624 ,000
Association linéaire par
linéaire 12,406 ,000
IN d'observations valides 40
Test d'homogénéité des variances
Statistique de
Levene ddll ddl2 Sig.
saalll 3,420 1 38 ,072
sl 5,090 1 38 ,030
Test d'homogénéité des variances
Statistique de
Levene ddlil ddI2 Sig.
sl ,061 1 38 ,807
2_) sl ,001 1 38 ,979

Test d’homogénéité des variances

80



a\‘ S\

Test d'homo

généité des variances

Statistique de

Levene

ddll

ddI2

Sig.

saalll

010
448

37
37

,990
,642
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