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ABSTRACT

Business organizations consider customers as a backbone and a
central concern in their activities, because of the role they play in the
organization's success. In this regard, and due to multiple changes that the
concept of marketing has endured, new insights have been introduced to
emphasize the customer's role as a means to a successful marketing process.
Among modern notions that opened up new insights, relationship marketing,
which many organizations were forced to take into account. This notion aims
at building up possible and strong long-term relationships with customers,
Our research work has focused on the Algerian pharmaceutical group,
Saidal, a leading company in its field which has adopted relationship
marketing.
Key words: Relationship Marketing, customer, customer's satisfaction,
loyalty
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Source:_ Daniel Ray, Musurer et developper la satisfaction des clients,
2 eme tirage édition d’organisation, paris, 2001, P22 .
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1Berry L.L.."Emerging perspectives on services marketing" American Marketing
Association.1983.pp.8-25.

2 Philip Kotler et autre, "Marketing Mangement", 12 édition, Person Education,
France, 2006, p 904
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2 ) Lendrevie, Lévy, Mercator 2013, edition 10, Dunod education,

France,2013 , p 572.
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