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Customer Relationship Management as a Mechanism to Protect the Customer

An analytical study of the opinions of a sample of customers of Condor Electronic company in
Bouira
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Abstract:

This study aims to know the extent of the contribution of customer relationship
management (CRM) to customer protection, through a study on a sample of customers of
Condor Electronics in the state of Bouira, and to achieve the objectives of the study, a case
study method was followed by distributing 50 questionnaires, where 42 questionnaires were
retrieved and 38 of them were found to be valid for statistical analysis. Through the results of
the study, which says that there is a direct correlation between CRM and customer protection,
and that there is an impact relationship between CRM and customer protection, and this
indicates that CRM has a role in customer protection.

Keywords: Customer; Customer Relationship Management; Customer Protection ;
Satisfaction ; Loyalty.
Jel Classification Codes : M31.
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Test de Kolmogorowv-Smirnowv a un échantillon

crm pc
[ =] =]
Paramétres normaux®:? Moyenne 33,8750 3,7500

Ecart-type 41188 28315
Différences les plus Absolue 147 272
extrémes Positive 147 189

Mégative -.131 -272
Zde Kolmogorov-Smirnov A16 771
Signification asymptotique (hilatérale) aas 5493

a. La distribution a tester est gaussienne.
b. Calculée a partir des données.

ELg S W Jalas

Statistiques de fiabilité Statistiques de fiabilité

Statistiques de fiabilité
Alpha de Nombre Alpha de Nombre
P Alpha de Nombre P
Cronbach d'éléments A4 Cronbach d'éléments
Cronbach d'éléments
- ,893 8 -
:6)L3ad\ J\)’u")'\j .E.»}“.d\
Statistigques descriptive s
r-J rimirmurm M axirmurm L= e el Ecart twppe
EE 35 Z.,00 5,00 =,4000 EEEEE]
az 35 =.00 5,00 =,91 43 Es58a9
a3 35 =.00 5,00 A4.0286 EE358
a4 35 Z,00 =,00 4,0000 20440
as 35 Z,00 =,00 22,2571 FF2az
as 35 Z,00 =,00 4,057 FEATT
av 35 Z,00 =,00 T, E2a6 ,BOFS3
as 35 Z,00 =,00 =F,A4S5F1 ESF2z
i 35 Z,00 4,00 fe I B g =1 L EO0=207
mz2 35 Z,00 =,00 - fe I B g =1 R=I=T=R "}
m3 35 Z,00 =,00 =, 5429 LFOOSa
A 35 =,00 =,00 4,51 a3 Es=a9
ms 35 =,00 =,00 A4, 45F1 ESF2z
me 35 =,00 =,00 a4, z22aa EASE
my 35 =00 =,00 =,5000 ES0Fa
crm 35 =,00 o =1= =, 2507 ATE2S
Po 35 =,29 4,57 29837 FS5125
M owalicde (distvwise) 35
1Sl e Al
Récapitulatif des modéles
Erreur
standard de
[T ) = R-cleux R-deux ajusté I'estimation
1 GELES G 455 25936
a. valeurs predites . (constantes), crm
ANOWA™
Somme des Moyenne des
Modale canes [=[=1] carres ] Sig.
1 R&gression 1,975 1 1,975 EEEEE] oooP
Reésidu 2,220 33 06T
Total 4,195 24
a. Wariable dépendante : pc
. waleurs prédites @ (constantes), crm
Coefficients™
Coefficients
Coefficients non standardisés standardises
Erreur
Mool Ele A standard Béta 1 Sig.
1 (Zonstante) 2,020 363 5,588 000
crm 506 093 GBE6 5418 Nalalal

a.variable dépendante : pc
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