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Abstract :

Following the developments and changes that are known to the Hotelssector
in Algeria during which the opening of this market sector for investment, according
to theprinciple of competition.

This research is considered one of the modern studies in marketing
literature,it has a strong theoretical perspective and a high degree of complexity that
makes it difficult to implement in practice. The research deals with the process of
building the relationship between the customer and the hotel, leading to the
retainment of the customers and the improvement of customer loyalty level. The
field research was conducted on 110 customers, and this represents the research
population.
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Butterworth-Heinemann, Oxford, Great Britain,2002,p03.

2 P.Hetzel, « Le marketing relationnel —Que sais-je —»,3°™ édition, édition d’Organisation, France, 2004, P3.
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