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Abstract :

This work highlights the phenomenon of immoral and marketing deception which is in large

spread especially nowadays, it identifies the concept and forms and detects all the methods of
marketing deception applied on all elements of services mix marketing, which are service itself, price,
distribution, physical environment, operations and personnel, specifically in the services market, as
well as identifying the impact of marketing deception on customer satisfaction.
Despite the recent improvement in the importance of customer satisfaction and the obligation of
achieving and measuring this satisfaction, many of them still think traditionally and selfishly about
rapid profit and a blind eye to the physical or moral damages that affect the customer by non-ethical
practices of marketers.

Through the applied framework, the reality of marketing deception and its impact on customer
satisfaction has been studied in the commercial agency of Algeria Telecom Company in the state of
Elbayedh, Bougtob city, and we have found that there is a deception practiced against the customer
and affects different levels of satisfaction concerning promotion, price, Distribution and physical
environment.

Keywords: marketing deception, service deception, price deception, deception in promotion,
deception in the physical environment, deception in operations, employee deception, customer
satisfaction, impact.
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LUV odalas Bgian 1(27) o3y Jutond!

Matrice de corrélation®

v24 v25 v26 v27 v28 [ v29 v30 |[v31 |v32 |v33
Corrélation  v24 1,000 |,741 ,485 ,593 ,569 | ,372 ,188 1,579 |,478 |,360
v25 741 1,000 |,488 ,634 536 | ,347 301,625 | ,538 | 381
v26 ,485 ,488 1,000 ,371 ,608 | ,189 221 | ,442 | ,437 |,331
v27 ,593 ,634 371 1,000 423 | ,298 241 | ,433 | 441 |,378
v28 ,569 ,536 ,608 ,423 1,000 | ,238 162 | ,584 | 426 | ,237
v29 372 ,347 ,189 ,298 ,238 | 1,000 |,296 |,380 |,443 |,191
v30 ,188 ,301 221 241 162 | ,296 1,000 |,339 |,486 |,361
v31l 579 ,625 442 ,433 ,584 | ,380 ,339 11,000 |,595 |,347
v32 478 ,538 437 441 426 | ,443 486 1,595 | 1,000 |,490
v33 ,360 ,381 ,331 ,378 237 |,191 361 |,347 |,490 | 1,000

Ol 5l e olaze) 2l sl a1 a2l

(ol ol (3 Al Sl B JoV1 B s s g a2 SN Bsias (27) o3 Jed) mos
S A @ A ol O s JWL 5 0.30 T cols oo o BLEYI cdlas LU OF LY LS

Jis oo Bartlett [l Wl wipadd o g byl s of e & 0.70 o0 8T 0.883 sstus KMO aas of L
s OF 2 g leshits Il g ol o3 285 QWL 5 0.000 oLall dsad 2yl ds g 5l o) OF gm e 5 Wilias

ACP 2l Glsl agg b alisenl LS a1 s e g L)l

M0 Eigen Value -1 04 1 (28) o3y Jgutonl)

Valeurs propres initiales Sommes extraites du carré des chargements

Composante Total % de la variance % cumulé Total % de la variance % cumulé
1 4,836 48,364 48,364 4,836 48,364 48,364
2 1,172 11,718 60,082

3 ,857 8,570 68,651

4 768 7.679 76,330

5 ,569 5,692 82,022

6 511 5,109 87,131

7 388 3.880 91,011

8 367 3.669 94,680

9 ,299 2,994 97,674
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| 10 | 233 | 2,326 | 100,000 | |

Meéthode d'extraction : Analyse en composantes principales.

Ozl 5 e slazed el slae] et jaald

ol @ o Ll e 48.36 Y0 ek Ay bole 2lpsal (28) 43) Jgadl oy
Jg‘).l.ﬂ\ 3.}.«.9 e J.A\j;d\ Ol i (29) Vj) dj.\;d\

Jolgalt CJEEN]
1
0,834 v25
0,803 v24
0,787 v31
m v32
0,713 v28
0,709 v27
0,670 v26
m v33
0,518 v29
0,478 v30
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AoV ae ) o i)l (3 AV SBeles o3 o 1(30) 0By Joulr

Sig B T3l
0,000 -1,242 o)
0,000 0,357 s GLEYI ¢ LS aeld) Jle o Lo ) 2aadl i) oLt 355 3 Y X
0,031 0,167 b bl Ja5 59,0 o g Losuas aadill (o5Ca)) 2l dnedl Blza) pae X2
BIENINIEW
0,154 0,118 el e apiod 33902 Leadis @) load! OF Ul as)l 5 X3

Ol il e slazel adlall slas) et Rl

(y=-1.242+0.357x1+ 0.167x2 + 0.118x3
t(s) =(=7,53)(5,20) (2,17) (1.43)
R= 60.5%
R?>= 36.6%
Fc=26.728
\ sig =0.000
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Ldias: Ele ol e Y G

W ae ) s d) (3 AN SVl o8 o 131 0By Jgur

Sig B To5ed) Ol s
0,000 -1,386419 o)
0.844 -0,010018 Al 59d) e VW driie ST oYL iS58 ol el X1
0.059 =0,152993 | sl hitsel Guas Blos e 28y oladd ik oVl 15 san X2
BIPEA
0,000 0,331413 el 05G @3ll (3 Ly s addl SIsV) e el adl 05 X3
0,002 0,204410 | ozl 093 sVl jeney lak) die @ s3pu2 3l 2eadl 3 syl o X4
Lad) b
0,000 0,275968 | o Aol s sV aad dpdled &2y SMgd S oVladl 155 s X5
Jsanll

\

Ol ! ol e slezel 3l slae] et jaall

'y =—1.386 — 0.01x1 — 0.153x2 + 0.331x3 + 0.204x4 + 0.276x5
t(s) = (=9.1) (-0.197) (- 1.908) (4.791) (3.190)(3.606)

R= 69.8%
R?= 48.7%

Fc = 25.992
sig =0.000

Ll i iflax) Of LS ANOVA Jois o dompandl 5 @il olbaall sds IOt o 1 2AS dgimadl -

OF 5o 5 Al 28l L& 5 degdall 25l by WL 5 0.05 (e BT 58 5 0.000 25 s2s F=25.992
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VS )l @l gl gl S5 LoV Bt Rl 201 2o, 2ol Jud ] Ly 1igh (pme m3saddl O L
WS )i ) gl gl S8 Y 2l 285 g 3 Loy e el e (3 By 1A VL Rl 2,0

s e el e 3 sy A VLA i il

s b By il OV el dyld) DY awyles @l B! plisdl G W L ) Lo
ol ey e A

Lo &8l ¢ Oafilane: Yoo

W e i) 2o il G Y SMales o8 s 1(32) By Jair

Sig B T3 S e
0,000 -1.675 il
0,000 0.286 Bl Slashal) 3 plaza¥l 095 Batd) g ) by i X1
0,000 0.487 rsd Jul w3 g Cgeall lin] duad Wlian Ay 5 G-I nngll plisiznl X2
0.065 0.148 LI UYL 33,190 Sleglall (o X3

Ol ! ol e slezel 3l slae] et jaall

(y=—1.675+ 0.286x1 + 0.487x2 + 0.145x3
t(s) = (—11,860) (4,012) (5,892) (1.857)

) R= 74.9%
R*= 56.1%
Fc=59.136

\ sig=0.000
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1- Daniel Ray, Mesurer et développement la satisfaction client, édition d’organisation ,
paris, 2000.
2- Kevin J.Clancy, Robert S.Shulman, “ MARKETING MYTHS - that art killing
business-”, international ideas home INC, new harbinger publication, McGrawhill, 1994
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