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Abstract :

As a result of the changes that have been occurred in marketing environment
and the customer’s awareness increase, institutions are competing to provide
the best for their customers, and do all what can be done to make them
comfortable. Since the customer plays an important role in keeping the

institution on and he is considered as an effective factor in its success.

Consequently; relationship marketing is embraced as the only approach that
can fulfill the customers’ needs and desires. These relationships allow the
institutions to get closer to their customers and getting more information about
them. Customer relationship management is accredited with the customer
since it is very useful in achieving the goals of relationship marketing and

earning the customer loyalty.

To know the relationship marketing impact on achieving customer loyalty, a
questionnaire was submitted to mobilis customers, but only 60 responses
were obtained. The SPSS is used to analyze data, test the hypotheses and

obtain the results.

The study concluded that the relationship marketing has an effective role and

effect in building customer satisfaction and loyalty.



Key words:

Relationship marketing, customer relationship management, satisfaction and

loyalty.
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SPSS _ilasy! il meliyy cila e 1(02) 4 Galal

Pourcentage Pourcentage
Fréquence | Pourcentage valide cumulé

Valide 83 10 16,7 16,7 16,7

il 50 83,3 83,3 100,0

Total 60 100,0 100,0

el
Pourcentage Pourcentage
Fréquence Pourcentage valide cumulé

alide 8 (e 20 Aiw 7 11,7 11,7 11,7
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[30-20] 51 85,0 85,0 96,7
[40-31] 2 3,3 3,3 100,0
Total 60 100,0 100,0
A gall dgalal)
Fréquence Pourcentage urcentage valide [ircentage cumulé
/alide RN 60 100,0 100,0 100,0
Adlal) digall
Pourcentage Pourcentage
Fréguence Pourcentage valide cumulé

132



alide <l 52 86,7 86,7 86,7
Iy 3 5,0 5,0 91,7
s 5 5 8,3 8,3 100,0
Total 60 100,0 100,0
B Jalaill ga dsugall
Pourcentage Pourcentage
Fréquence Pourcentage valide cumulé
alide B (e i 12 20,0 20,0 20,0
O Ot () 5 &l s 24 40,0 40,0 60,0
S (e 5 @l s 24 40,0 40,0 100,0
Total 60 100,0 100,0

133



Statistiques

134

Jual 51l e el
[oaat dusall Lo | [pading 4S5 Ladla gl g agl
g JS il sl @l ol Juai¥l 23y plaally IS
ool 5ill Lead] il ) 0S5 e ] aeYlasl]
IN Valide 60 60 60
Manquant 1 1 1
Moyenne 2,70 2,08 2,97
|Ecart type 1,169 ,766 1,178
Statistiques
[t 3830 )
Lliall e &y
[ 8 JS Lo anais [oad) gL xie o glaall daleiall | [aiais AS Al Aflran [ [debaiy sik ga 4S8
A0 e pmse] | lelad e A 5all] el 3] Adle] & bl U dgdlad)
IN Valide 60 60 60 60 60
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Manquant 1 1 1 1 1
IMoyenne 2,75 2,53 2,22 2,82 2,75
|Ecart type 1,019 1,016 ,904 ,965 ,895
Statistiques
[Jeans A58 e ands [[Jand RSl e apass
[eomns A8 50 ) [raios A< 5l Ladla Glead Cld Baga Clead (38 55 pe
Gaiad S Lage ] Glaliay et ] alle] Silad g5 gl ]



IN Valide 60 60 60 60
Manquant 1 1 1 1
Moyenne 2,80 2,87 2,75 2,73
|Ecart type 1,005 1,142 1,216 1,148
Statistiques
[Jaxs A 5l e
[omns AS 50 Laily [ Alaia¥) JSLia) | [ansly 5ila go 3,00
PAPPEICTIEN R PPV TSI [ (RPO I WY PN
Ale s b)) [ dealls e Lela] ol
IN Valide 55 54 55
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Manquant 6 7 6
Moyenne 2,69 2,98 2,71
|Ecart type 1,086 1,055 ,994
Statistiques
[Cans 38520 o anais
[ o el e [oa) o) Al Uase clad
Al Giagy (Jadlic | i el i L] Lals clbulidy
5)i] ol 0032 Laid] delaayl]
IN Valide 55 60 59
Manquant 6 1 2
IMoyenne 2,82 3,35 2,41
|Ecart type 1,020 ,988 1,052
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Statistiques

[ty le Jumal o | [omns s sall Ladla [lmns A5 )
Alaia) dlalaa s 5 ) Gaiad Jad¥) | g Joal il G S
e oyl A all] Ll 3] Ay
Valide 60 60 60
Manquant 1 1 1
IMoyenne 2,92 2,65 2,53
Ecart type 1,030 1,087 1,049

Statistiques
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[Salay
[l ol o Lo dasii | silige
[BexiaS,all o g [Los5 A8 clead [Ul a5 e Sl | A sall (e clans L] 4S8l
Cladd iy g e | amand cpial sall A ol | [l 4S80 il Claaall ) Lo oady Juaty) Al as
pe T aa Slad ) LY L) de ] A a5 Ll Apalia] S YL )|
N Valide 60 60 60 60 60 60
Manquant 1 1 1 1 1 1
IMoyenne 2,63 2,62 2,73 2,48 2,95 2,47
|Ecart type ,938 1,091 1,056 1,033 1,333 1,065
Corrélations
Juaiy) @) &)Y Calalaill e L) Lall | stz [sley s
Juasy) rélation de Pearson 1 ,708™ 676" ,620™| ,648™ 01" ,480™| ,555"
(bilaterale) ,000 ,000 ,000( ,000 |000 ,000( ,000
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(adlal)
60 60 60 55 60| 60 60 60
&) rélation de Pearson ,708™ 1 775" ,6917| ,829" 795™ ,631"| 707"
(bilaterale) ,000 ,000 ,000| ,000 000 ,000| ,000
60 60 60 55 60| 60 60 60
ol Ay rélation de Pearson 676" 775" 1 7727 7717 B40™| 7147|670
(bilaterale) ,000 ,000 ,000| ,000 [000 ,000| ,000
60 60 60 55 60| 60 60 60
alalail) rélation de Pearson ,620" ,6917 72" 1| ,773" 160" ,713™| ,638"
Sig. (bilatérale) ,000 ,000 ,000 ,000 },000 ,000| ,000
55 55 55 55 55| 55 55 55
ERE] Corrélation de Pearson ,648" ,829" 71 773" 1p21" , 7107 | ,736"
Sig. (bilatérale) ,000 ,000 ,000 ,000 ,000 ,000| ,000
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(adlal)

60 60 60 55 60| 60 60 60

dagll Corrélation de Pearson , 701" , 795" ,840™ , 7607 | 821" 1 , 751" | ,668"

(bilatérale) ,000 ,000 ,000 ,000| ,000 ,000( ,000

60 60 60 55 60| 60 60 60

usll L, rélation de Pearson ,480" ,631" 714" , 7137 ,710™ f51™ 1| ,755"

(bilatérale) ,000 ,000 ,000 ,000( ,000 000 ,000

60 60 60 55 60| 60 60 60

s eYs rélation de Pearson 555" 707" 670" 638" | ,736"p68™| 755" 1
Sig. (bilatérale) ,000 ,000 ,000 ,000| ,000 000 ,000

60 60 60 55 60| 60 60 60

-a corrélation est significative au niveau 0.01 (bilatéral).
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Corrélations

asMay  fosleYs Gl

s, rélation de Pearson 1 , 755" 744

Sig. (bilatérale) ,000 ,000

60 60 60

os¥e¥s Corrélation de Pearson , 755" 1 ,875"

Sig. (bilatérale) ,000 ,000

60 60 60

Gasuall Corrélation de Pearson 744" ,875" 1
Sig. (bilatérale) ,000 ,000

60 60 60

-a corrélation est significative au niveau 0.01 (bilatéral).
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