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Abstract :

This study aimed to know the role of the dimensions of customer relationship management
in achieving their loyalty in communication institutions, where the dependence on the independent
variable (Customer Relationship Management "CRM™) on its dimensions, which are: commitment,
trust, value, communication, and customer loyalty as a variable, To achieve the objectives of the
study, a questionnaire was designed consisting of 34 questions. It was distributed to a sample of
customers of the Mobilis Agency in the state of Bordj Bou Arreridj. After analyzing the results of the
questionnaire using the SPSS statistical program, we reached the following results: The existence of
amoral influence relationship to manage the relationship with the customer through all its dimensions
represented in: trust, commitment, value and marketing communication.

Keywords: Relationships customer relationship management (CRM ), dimensions of customer
relationship Relationships Management, Customer Loyalty, Mobilis Agency.
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Récapitulatif des modéles

Erreur standard

Modéle R R-deux R-deux ajusté de I'estimation

1 .8152 .663 .655 .50944

a. Prédicteurs : (Constante), 4&ll Aadll of 51| & goil) Juasy)

ANOVA?
Somme des
Modele carrés Ddl Carré moyen F Sig.
1 Régression 79.291 4 19.823 76.381 .000P
de Student 40.227 155 .260
Total 119.518 159

a. Variable dépendante : il ¥

b. Prédicteurs : (Constante), 4l deall ol 5| &) gudll JuaiV)

Coefficients?

Coefficients

Coefficients non standardisés standardisés
Modéle B Erreur standard Béta t Sig.
1 (Constante) -.651- .263 -2.473- .014
ol >y 194 .079 .164 2.444 .016

aa .232 .091 194 2.536 .012



dagll .536 .081 448 6.652 .000
& guill Juany) 177 .079 142 2.245 .026
a. Variable dépendante : il ¢
: Aglual) el gial) 2
Statistiques
10 20 3 40 AN 50 60
N Valide 160 160 160 158 160 160 160
Manquant 0 0 0 2 0 0 0
Moyenne 3,9563 3,9063 3,9063 3,8987 3,9198 3,9313 3,7188
Ecart type ,82681 , 77538 ,95691 ,89007 , 73508 ,80190 ,94617
Statistiques
7o 8o 9 100+ 110 120+ 130
N Valide 160 160 160 160 160 160 160
Manquant 0 0 0 0 0 0 0
Moyenne 3,7938 3,7625 3,9313 3,8688 3,7438 3,7938 3,8188
Ecart type ,90489 ,90760 ,84020 ,84020 ,89194 ,93228 ,92398
Statistiques
aal 140 150 1604 170 180+ 190+
N Valide 160 160 160 160 160 160 160
Manquant 0 0 0 0 0 0 0
Moyenne 3,8181 3,7250 3,6000 3,5188 3,8500 3,8750 3,6500
Ecart type , 72497 ,93802 ,95956 1,03384 ,87019 , 75860 ,89161




-

Gadlal) At

Statistiques
200+ Al 210 220 23 24 250
N Valide 160 160 160 160 160 160 160
Manquant 0 0 0 0 0 0 0
Moyenne 3,9125 3,7330 3,8750 3,8438 3,9063 4,0938 3,6250
Ecart type ,80398 ,72368 ,90248 ,82070 ,81493 , 74223 ,98893
Statistiques
260+ 270 28 sl Juanyl SOl GlEdle 5l
N Valide 160 160 160 160 160
Manquant 0 0 0 0 0
Moyenne 3,8750 3,8438 3,8375 3,8625 3,8239
Ecart type ,92315 ,94201 ,97702 ,69494 ,60849
: AR glaay) .3

3)\)!

Se

8
Lol T 1o 1o 1 1 1o 1o 1o 1o
o 1os 20+ 3o 4o Bos B¢ T 80+ 9+ 0 1 2 3 4 5 6 7 8
5,1l Corrélation 1,63 .64 65 ,712 ,73 ,74 68 ,70 ,77 ,71 ,75 , 76 ,80 ,62 .65 ,62 ,75 ,71
e de 7% 0" 3" 6% 6% 4" 4% 4% 4° 0" 7" 9° 9 & 1" 4° 5 6"

oLl Pearson

19 20 210 220 23 24 250 260+ 27 280+




....................................................................................... adlal) dasld
s, Corrélation , 7157 669”614 730" ,693" ,499™ 612" 639" 667" ,683"
de Pearson
SlEMe
ol
Ll Y 290+ 30+ 310 32
oLl eYs  Corrélation de Pearson 1 ,831" ,896™ ,830" ,884"
330 340
ALl Yy Corrélation de Pearson ,765™ ,799™
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