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Abstract:

This study aims to know the impact of E-CRM (customer interaction, trust,
security, confidentiality and commitment) on the loyalty of electronic customers to
Algeria Telecom. We used the questionnaire as a data collection tool, where an
intentional sample of 222 customers was taken. We concluded that there is a
relationship between E-CRM and the loyalty of the Algeria Telecom customer
sample. The results of the study also confirmed that to increase customer loyalty,
the institution must put emphasis on responding immediately to customer concerns.
In addition, the speed of response to complaints to consolidate relations with them.

Keywords : E-CRM, loyalty, electronic customer, Algeria Telecom.
Jel Classification Codes: M31; L96.
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