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Abstract:

This study aimed to know the effect of electronic customer relationship management on
customer value represented in monetary value, emotional, value and social value from the point of view
of the e-shopper in the state Bordj Bou Arreridj. To achieve the objectives of the study, the
questionnaire was used as a main toolin data collection. 58 questionnaires, the data was analyzed using
the Statistical Package for Social Sciences (SPSS) program. The results of this study have shown that the
implementation of electronic customer relationship management has a positive impact on customer value
from the viewpoint of the respondents, and in light of these results, the study presented a set of

recommendations related to this subject.

Key words:

Electronic Customer Relationship Management - Customer Value - Bordj Bou
Arreridj
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SPSS: Statistical Package for the Social Sciences

Aol yod) 3151 Bk 1l (3las SPSS sy Slr s

Correlations

sl
X1 X2 X3 X4 X5 X6 X7 X8 X9 X105V
1Y s Pearson Correlation  .369° 414"~ 330" 505  .386 .596 588" 386 .215 459 1
Gl e A Gig. (2-tailed) 004 001 .011 .000 .003 .000 .000 .003 .106  .000
4 5 Y N 58 58 58 58 58 58 58 58 58 58 58
**_Correlationis significantatthe 0.01 level (2-tailed).
*, Correlation is significantatthe 0.05 level (2-tailed).
Correlations
Dsaal
X11  X12 X13 X14 X15 X16 = X17  X18 = X19  X20 :JsY)
4B s PearsonCorrelation 567 584" 618" 6400 690 571" 605 282" 453" 633" 1
Gl g Sig. (2-tailed) 000 000 .000 .000 .000 .000 .000 .032 .000 .000
LNy 58 58 58 58 58 58 58 58 58 58 58
**_Correlationis significantatthe 0.01 level (2-tailed).
* Correlation is significantatthe 0.05 level (2-tailed).
Correlations
dagdl) 1Y) 2l
YAOL YAO2 YAO3 YAO4 Al
il dadl :J5¥) 2 Pearson Correlation 816" 779" 598" 790" 1
Sig. (2-tailed) .000 .000 .000 .000
N 58 58 58 58 58

**_Correlation is significantatthe 0.01 level (2-tailed).

*. Correlation is significantatthe 0.05 level (2-tailed).




Correlations

)

R

Lol

YBO1 YB02 YBO03 YB04 YBO5  elaayl

ielaay) dadl 1203 s Pearson Correlation 3797 357" 546" 613”7 421" 1
Sig. (2-tailed) .003 .006 .000 .000 .001

N 58 58 58 58 58 58

*. Correlation is significantatthe 0.05 level (2-tailed).

**_Correlationis significantatthe 0.01 level (2-tailed).

ELeS W Sl Jalasy dwlyld) 3151 S Glaoy 3las SPSS by Slr s

09 pdy bylaxdl dd> Jud Jo¥ I yamadl OLaS dlass

RELIABILITY

/VARIABLES=X1 X2 X3 X4 X5 X6 X7 X8 X9 X10 X11 X12 X13 X14 X15 X16 X17 X18
X19 X20

/SCALE ('ALL VARIABLES') ALL

/MODEL=ALPHA.
Reliability

Reliability Statistics
Cronbach's Alpha N of Items

.788 20

09 ady sylaxdl Si> dao Jo¥) yexadl oLuS Laxs

RELIABILITY
/VARIABLES=X1 X2 X3 X4 X5 X6 X7 X8 X10 X11 X12 X13 X14 X15 X16 X17 X18 X19
X20
/SCALE ("ALL VARIABLES') ALL
/MODEL=ALPHA.

Reliability Statistics
Cronbach's Alpha N of tems
.847 19

to L Heaedl oLaS daas
RELIABILITY
/VARIABLES=X1 X2 X3 X4 X5 X6 X7 X8 X9 X10 X11 X12 X13 X14 X15 X16 X17 X18
X19 X20
/SCALE ('ALL VARIABLES') ALL
/MODEL=ALPHA.

Reliability Statistics
Cronbach's Alpha N of tems
.863 13
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One-Sample Kolmogorov-Smirnov Test
BECATEN PSP
el 5,000 1iiasal) i) 1 U el
A AN Gl e sl Aad a0l

N 58 58
Normal Parameters®” Mean 2.4629 3.4867
Std. Deviation .36196 43524
Most Extreme Differences Absolute .148 130
Positive .069 119
Negative -.148- -.130-
Test Statistic 148 130
Asymp. Sig. (2-tailed) .103° 116°

a. Test distributionis Normal.
b. Calculated from data.

c. Lilliefors Significance Correction.

il Lol Olpindd) Sl Yo Ly SIS Sl 3las SPSS by ol

Statistics
1- sl 2- ol 4- oot (5 gisdll 5- 4igal);
N Valid 58 58 58 58
Missing 0 0 0 0
Frequency Table
1- il
Frequency Percent Valid Percent Cumulative Percent
Valid il 29 50.0 50.0 50.0
S3 29 50.0 50.0 100.0
Total 58 100.0 100.0
2- Cwall:
Frequency Percent Valid Percent Cumulative Percent
Valid 29-39 4in 13 22.4 22.4 224
40-5043. 12 20.7 20.7 43.1
13.28-18 33 56.9 56.9 100.0

Total 58 100.0 100.0




4- ashadl) 5 giesal)

Frequency Percent Valid Percent  Cumulative Percent
Valid gl 4 6.9 6.9 6.9
EETIEN 34 58.6 58.6 65.5
Lle il 5 20 345 345 100.0
Total 58 100.0 100.0
5- digall:
Frequency Percent Valid Percent Cumulative Percent
Valid oald g 5 e alia 24 41.4 41.4 41.4
)y <l e 34 58.6 58.6 100.0
Total 58 100.0 100.0
Statistics
8- sl G o
IR (e o) il ol
ludiy Gl o g b (pra (5 N Al ga;
N Valid 58 58
Missing 0 0
ey (3 guilly g5 Ja
Cumulative
Frequency Percent Valid Percent Percent
Valid ¥ 5 8.6 8.6 8.6
pxd 53 914 914 100.0
Total 58 100.0 100.0
8- (s (g Al ga DA (e £ pailly udd O 5 Al o A1
Cumulative
Frequency Percent Valid Percent Percent
Valid Y 7 12.1 12.1 121
pxd 51 87.9 87.9 100.0

Total 58 100.0

100.0
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Descriptive Statistics

N Minimum Maximum Mean Std. Deviation
X1 58 1 3 2.69 654
X2 58 1 3 2.79 A87
X3 58 1 3 2.79 522
X4 58 1 3 2.71 .593
X5 58 1 3 2.10 .788
X6 58 1 3 2.38 745
X7 58 1 3 2.59 .702
X8 58 1 3 2.57 775
X9 58 1 3 2.10 .852
X10 58 1 3 2.02 .888
X11 58 1 3 2.09 779
X12 58 1 3 2.38 .813
X13 58 1 3 2.55 .730
X14 58 1 3 2.40 .748
X15 58 1 3 2.50 707
X16 58 1 3 2.50 731
X17 58 1 3 2.74 .609
X18 58 1 3 2.53 .706
X19 58 1 3 2.40 .815
3l el aniall (Y1 58 153 3.00 2.4646 37413
A ST (5 5] ae 483
Valid N (listwise) 58

: ch*J\ el Ay -02-01

DESCRIPTIVES VARIABLES=YA(Ol YAO02 YAO3 YAO4 Y01l YBO1l YB0O2 YB03 YB04 YBOS5 Y02

XC01l XC02 XC03 XC04 Y03
YYY
/STATISTICS=MEAN STDDEV MIN MAX.

Descriptives
Descriptive Statistics

N Minimum Maximum Mean Std. Deviation
YAO1 58 1 3 2.50 .755
YAQ2 58 1 3 2.60 .699




YAO03 58 1

YAQ4 58 1
A Al -J ) aad) 58 1.00
YBO1 58 1
YB02 58 1
YBO3 58 1
YB04 58 1
YB05 58 1
Llalall Lol 1 3 aad) 58 1.00
XC01 58 1
XC02 58 1
XC03 58 1
XC04 58 1
elaiay) Aol (ulldl) aedl) 58 1.00
Ol e il il U el 58 1.38
Valid N (listwise) 58

3.00

W W W w w

3.00

3.00
3.00

2.53
2.38
2.5043
2.66
2.62
2.10
2.36
2.64
2.4759
2.28
241
2.38
2.78
2.4612
2.4801

754
791
.55900
.637
.644
.788
.765
.613
50099
744
.650
.697
497
48847
43018

Uy CrpuSPSSLudl obep gy el Jsdl jlioul Claoy e
: 01 4w @ et —01-01

Correlations
):\i:\d\ :d;}“ JM‘

ae AR 5ol el V) el D e Al el ) il 1 ) sl

Lo S Lol Loal) Al Audlalal) Al doclaiay! 050 daid 1l
Jsad (Y1 el Pearson Correlation 1 639" 664" 553" 746"
Bl 5 diedl  Sjg. (2-tailed) .000 .000 .000 .000
s Guil e N 58 58 58 58 58

**_Correlationis significantatthe 0.01 level (2-tailed).




102 Loyt —02-01

Regression

Variables Entered/Removed?

Model Variables Entered Variables Removed Method
1 sl Y1 sl . Enter

o ANl 5l el

iy S i3I

a. Dependent Variable: 053l e il sl ; S ) el
b. All requested variables entered.

Model Summary
Std. Error of the
Model R R Square  Adjusted R Square Estimate
1 746% 557 .549 .28902

a. Predictors: (Constant), & s xSy ¢l 3 ae 28l 3 1) il puaiall 1591 ) saal

Coefficients?
Standardized

Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) .366 .255 1.435 157
BESNEEPISTN| 858 102 746 8.383 .000
o AL 5l 1l
g SN Al

a. DependentVariable: s dad il yaiall S ) saall




