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The Impact of Customer Relationship Management on the Marketing Performance of Algerian Companies

A Field Study on Mobile Operators in the Province of Constantine
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Abstract:

The objective of this study is to examine the impact of customer relation ship management on the marketing
performance of Algerian institutions, specifically focusing on mobile phone operators in the province of Constantine. The
study utilized a descriptive-analytical approach as the research methodology, using a questionnaire as the data collection
tool from a randomly selected sample of 29 employees. The study finding srevealed a positive correlation between
customer relation ship management and marketing performance among the study participants. Accordingly, the studyre
commends that mobile phone operators in Algeria should prioritize the implementation of customer knowledge
management and loyalty enhancement programs to improvetheir marketing performance, customer satisfaction, and
loyalty.

Keywords: customer relationship management, customer knowledge management, customer satisfaction,
marketing performance.
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Mean Standard Deviation
X1 3,568 0,983
X2 3,865 0,788
X3 3,441 0,897
X4 3,198 1,258
X5 3,595 0,981
X6 3,505 0,967
X7 3,928 0,956
X8 3,351 1,037
X9 3,468 0,868
X10 3,523 0,928
X1 3,649 0,983
X12 3,396 1,033
X13 3,694 0,938
X14 3,505 1,039
X15 3,829 0,848
X16 3,595 1,034
X17 3,396 1,254
X18 3,090 1,159
X19 3,297 0,992
X20 3,315 1,099
X21 3,351 0,917
X22 3,613 0,951
X23 3,387 0,988
X24 3,775 0,846
X25 3,252 1,009
X26 3,324 1,015
X27 3,468 1,021
X28 3,595 0,904
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X13 0,524 0,363 0,375 0,421 0,886 0,408 0,449 0,507
X14 0,491 0,409 0,236 0,396 0,839 0,351 0,321 0,522
X15 0,409 0,246 0,279 0,523 0,717 0,193 0,379 0427
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X16 0,597 0,479 0414 0,297 0,720 0,319 0,218 0,548
X17 0,612 0,812 0,815 0,298 0,283 0,418 0,311 0,376
X18 0,683 0,789 0,791 0,412 0,372 0475 0,398 0,546
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X23 0,639 0,513 0,217 0433 0473 0,372 0,197 0,790
X24 0,615 0,356 0,372 0,390 0,464 0414 0,271 0,716
X25 0,536 0,801 0,795 0,226 0,351 0,294 0,304 0,342
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RSquare RSquare Adjusted
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Standard
Sample Mean T Statistics
Original Sample (O) Deviation P Values
(M) (|o/STDEV])
(STDEV)
gl PRES 093l el 8yls) 0,000 0,000 0,000 22,486 0,000
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