Z\
Ml -

A0 1y

g Tpndl) L) fapdl) el Apggaad) (1B
-5 51 - padl dan Lgl) daala
smedl) agle o 4 jladlly dgalaidy) o lal) 4l

4 il a glall aud
81 jinle ol cililliie JLaSinl dedis 5,S

Dl gle s Eplailly Apslai®) ol e

Al aslall el

28y Al (agud 1 pawiil)

dody gonid) DY) el B O e as A8MRN Gyls) 9

_ e 4Ny @O e Al Aol dulyd

s 3.} Q) )
298 anil) Ac -ddUall alae)
o EERTEN

o] e 4 s8al) Aiall alaf 2023/06/06 fs i Eudi sl
631 gl Aaalay Miud aalal) ()
63 gl Aaalay i S5 ) 2
63 gl Aaalay i 3gu¥) aslal) ae

2023/2022 :dgaalad) A3




salaa]] ALl Al o g

20 A vyl

22l G



Ll

D T e ST ) dedl D sl

N A PO SRS 1§ 39 TSSO [P S PP

o N e bol o 08l el s e ST o



olitiol o yadis

comalal) uall Aot T Al LS e S e T G YT i L L)

Clga sl Jeadl 1aa laga g8 arail) ae a0 LY gl ) o

Aeglial) el eyl Gallay arily dlails Luda LIS Esf L e a3 dl
acdal) ae ) aSa g Al G Gulad) LAY ) aSall S WYI™ (e A Sl

5Sall L3l ael 5 5 aga S o™ Jaall 28lia 3 gus)

s Juzad 41 LS A jas mepad ) giSal) Ml il VLS

arSat 81 oL a sl JS S al g ol jall acliad gLkl ey 2 as (e
aslall A IS, AWl S g il jall sda <ol ol A LAl Jgla g i) 3 jlai
L st o8 Jomb a1 (LS gl gl 5y cadla an a3l & el 40l aiY)
oAl O g8 Jlallh Lide ala e IS (L el 2al 5 S 4l

Onalladl oy b aeall () Wl se s



Ay guddl) L) (galad B il 3l ABMe B0y 99
The role of customer relationship management in achieving marketing communications

Le réle de gestion de la relation client dans la réalisation de la communication marketing
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Abstract:

The current axis of importance is the customer who forms an administration in himself
establishments without needing to work there, who develops the services and the products
according to desire and in accordance with her, and managed in the form of touchable
product and untouchable.

The purpose of assuming there is a relationship between customer relationship
management and marketing communications, to know the situations to maximize the
effectiveness with the customer and also to know the way the extension of the customer
relationship management concept in the increase of marketing interaction or the opposite,
where the personal communication with the customer is embodied, leaving positive effects
that go up from the level of satisfaction and its loyalty, because the relationship with the
customers is a net source of the sources marketing communications that have taken root, to
be a solid shield that maintains the list of the organization.

Where this study has been built in its theoretical form to a main hypothesis that guides to
the existence of a link relationship between customer relationship management with its four
dimensions and marketing communications as a dependent variable of its four dimensions,
and to achieve this goal the study finds some employers in some hotels in the Wilaya of
ELOUD, in an analytical descriptive style; with statistical methods that represent (normal
distribution test; parentages; replications; mean; standard deviation; relative ranking; and
simple correlation coefficient "'r"; and coefficient of determination "R2" ) for the data
analysis random sample reached (96) individuals in statistical analysis programs Spss-V26,
additionally the individual interviews that performed with the reception agents of the study
hotels.

And the results of this study affirm an existence of relationship of the link two study
variables, in addition to the hypothesis of two main hypotheses they were tested by the

second study tool.

At the end of the study; there are many proposals, but the most important of them is the
cooperation between hotels to form their own committee, in the light of communication with
customers will be assured and also the formation of an electronic tourist hotel application
containing maps illustrative of the hotels of the State, and it is the consolidation of the
relationship with the customer on the one hand, and the support of the marketing
communications of the hotel and tourist establishments on the other hand.

key words:Gestion de la relation client, communication marketing, Correlation relationship.




Résumé:

L'axe de I'importance actuel est le client qui forme une administration en soi
méme établissements sans besoin avoir a y travailler, qui celui déroule les services et les
produits selon envie et conformément & elle, et géré dans la forme de produit touchable et
intouchable.

Le but du supposant d'existence une relation entre gestion de la relation avec client et
communications marketing, pour savoir les situations de maximiser la efficacité avec le
client et aussi savoir la maniére la prolongation du concept gestion de la relation avec
client dans l'augmentation d'interaction marketing ou le contraire, ou la communication
personnelle avec le client s'incarne, laissant des effets positifs qui remontent du
niveau de satisfaction et de sa fidélite , car la relation avec les clients est une source
nette des sources de communication marketing qui se sont enracinées, pour étre un
bouclier solide qui maintient la liste de I’organisation.

Ou cette etude a été construite en sa forme théorique a une hypothese principale
qui guide & existence une relation du lien entre gestion de la relation avec client avec ses
quatre dimensions et communications marketing comme un variable dépendante de ses
quatre dimensions, et pour réaliser ce but I'étude constate quelques employeurs dans
quelgues hétels dans Wilaya d'ELOUD, & de style descriptifs analytique; avec des
méthodes statistiques qui représentent ( test de la distribution normale; les parentages;
répétitions; les moyenne; la déviation standard; le classement relative; et coefficient de
corrélation simple "r"; et le coefficient de détermination "R?" ) pour I'analyse de données
échantillon aléatoire atteint (96) individus dans programmes de I'analyse statistique Spss-
V26, par ailleurs les entretiens individuels qui accomplie lieu avec les agents d'réception
de hétels d'étude.

Et les résultats de cette etude affirment une existence de relation du lien deux
variables d'étude , en plus de I'hypothese de deux hypotheses principiels ils ont été testes
par le deuxieme outil d'étude.

A la fin de I'étude; ils existent beaucoup propositions, mais celle d'elles la plus
importante est la coopération entre les hotels pour former leur propre comité, a la
lumiere de la communication avec les clients sera assurée et aussi la formation d'une
application hoteliére touristique électronique contenant des cartes illustratives des hotels
de I'Etat, et c'est la consolidation de la relation avec le client d'une part, et le support des
communications marketing des établissements hoteliers et touristiques d'autre part.

Mots clés:Gestion de la relation client, communication marketing, Relation de corrélation.
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Customer Relationship Management (CRM)
Customer satisfaction

Customer loyalty

Ambassador Customer

Partner Customer

Customer knowledge management
Customer value

Marketing Communications
Personal selling

publicity (publishing)
Advertising

Public relations

sales promotion
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e 3 Hla) JIA (e eDlaall oY 5 e alial) 40 e (o jeill ga A all Caoa
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Eiliay 5 ol o) jae Al ae da ol Lean g da 8 5 Ao lea UL alaie) 5
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dalie ) ALY 5 sSa ) il il Lalis 3l A g yiSIV) e Dlaadl 4830e 5 )
Al il Al i G Ll ) Y 5 el b Chaal ) (5 S
&Y 5 ey Led ey S8 45 SOV o Dland) ae O8] 5] analia alaiely SA
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85(Ali Falah Al-zoubi, 2016) 4wl o 4G duf Al
B‘)_\Aé_ﬁ;:l‘f ezl W8S SJ\JJ ‘)‘5.3‘_?‘.:: u‘)ﬂu\‘)ﬂ\ oA La)A L,,_';\

A2ty A all Sy oal (a1 - ) ddlaie 8 AL @l gl (amy 8 A il
el a5 1 paae (34) 0D 5 Aa )l (e 4558 Al gie die e g 5 o) laial)
2l Gadlall e Daadl ae Jualaill (58 (udd) Cla seall (il gl G A all it Cua
aa eDlae Cda e agd )08 13 65 Khall o gl 3l 5 joe aintp 318 3 1,00

ie M labgs ey 8 clarall adudy Gullall eSlaally dlaiaVl caaldl asly
omlall e Maall e ddadlaal) Colaal 4l 20a ¢ Dee Lo 48K Cua ¢ el

*®(Layal Hamadi, 2022) sl ,a ;484 L) jal)
Clas e B mdapall Liay e o Slaadl cl8dle 3 5la) ,ils 8 4l jall Culiag
(i) (sl e (o e (500) lagiond A5 g (ol 8 dpaall A )

dual sill G (e s oDl Cilidle 5 l0) G Alaa) sl il & ekl

8 _ Dana kakesh & others, Maintaining Customer Loyalty Using Electronic Customer Relationship Management (E-CRM)- Qualitative
Evidence from Small Food Businesses in Jordan, Journal of Studies Applied Economics, volume 39-7; July 2021.

& _ Ali Falah Al-zoubi, The Role of Customer Relationships Management in Achieving Competitive

Advantage (A prospective study on a sample of employees at banks in Irbid city), Journal of Marketing Management, Published by
American Research Institute for Policy Development, Vol. 4, No. 1, June 2016.

8 _ Layal Hamadi, Customer Relationship Management and its Impact on Patient Satisfaction: A Quantitative Study in Lebanon; Business
Excellence and Management, VVolume 12 Issue2 / June 2022.
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CEMe 5 la) G Ala) AB3e 2 5a g ) A all Cualad el e b il g (i)l
Al s sall 8 & gl ¢1aY) 5 ¢ Dlaxl)
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8 (Rasha Ahmed Negm , 2016) 4wl )3 rdawaldd) 4yl
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e D385 el siu gaed e Y Gy snal) ansy Cplalall Clad S ¢ ama

Clriall 302xie dakiia 8 Jlee V) 5008 Laddiuy Al CRM - daalil) cila) s

i OOULERN Al Hall caaaie ) GG aas el ¢ an claaall delia

ccids oall Ala) Jrae 40818 llia G & yedal o (A 5l Culative daal ja g dalaidl
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Gl dige auda g s Anlag) Jae L JA (e 4S8l Aalain) 3y ety Aiall) Cua gl G
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%9(Marwa Salah and others, 2020) 4 )2 sAwalud) du al)

edae oV s Ao bl ABNe 3 la) ddaiil il A8 e Al Al

A8 jidall andll) o Meadl ClEMe 3 )oY dlayl Cw Ciadie ) dy paall o)kl CIS 5
A8 L) (ile ) 3 ase dalail) ol 3V (Jaadll e 3 08l (A& cdayl il
zeaiall 5 Uil et Claial aladinl IR e 6oV sl g e Dandl Liza y (5 Len

87 _ Hisham Sayed Soliman, Customer Relationship Management and Its Relationship to the Marketing Performance, International Journal
of Business and Social Science, Vol. 2 No. 10; June 2011.

8 _Rasha Ahmed Negm, This is to certify that the doctoral study : "The Value of Customer Relationship Management
in the Service Industry in Egypt", College of Management and Technology, Walden University, open access by the Walden Dissertations and
Doctoral Studies Collection at ScholarWorks, 2016.

8 _ Marwa Salah, Mohamed Abou-Shouk, The effect of customer relationship management practices on airline customer loyalty, Journal of
Tourism, Heritage & Services Marketing, Tourlab, the International Hellenic University & ( Munich Personal RePEc Archive MPRA (2019)),
Vol. 5, No. 2, pp. 11-19, 2020.
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*°(Jackline Chigwala, 2022) dul ) :daladd) dusl
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813l dpaall (381 jall 5 il glad) B )5 a8 Jiali dpa 53 Liald) Caani g

Lel) Jsa sl 5 o Slarll il sheall (0 333 Jaguil (5 AY) Aalai¥) aa e Dhanll cilidle
e Saall Clilimall Caind S g5y Cum (g ol 8 Lealadin 5 Waala jind
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*(Nigel F. Piercy, 2009) 4l ) :Aialil) &) )

GUEMe 5, G Al Laddl i) GENRL Qs il e dal jall &8
C'_m\_;j c..‘s_a“))ﬂ\ BJ\JJ} C'_it.a..).\.q.“ 9 d..gj_m.ﬂ\ '5‘)\.3‘\ O Lfi cd:g.l‘)}.d\ caladle 9 & anll
B8l 3 i 0Ly 3 A 5 aa By sSAll pualiall (pa A581KE, CilBDle @lla Gl gl
ARl (3 sadtl) Adaiil A (pe e Dlaall B 5 ,1a) e
92(Bob McKim & Arthur Hughes, 2001) 4wl )3 rdawdil) 4l )

¢ Sandl C8Me 5 )1} Lo () s 3l Lga Gy ) A8y Hhall 46yl Al all Cdaa

Capn A paY) saaiall Y gl 6 ddlise IS AL Clily 2ol @ (e de sane Cibagial
FASQL;LHJ\ g Hheh o Ladlat 4dlKa g dadiza Ll Ciled sl (CRM) pdiiay
Vo 6y g J< A glaall ULl Jad Ladias 441Ky ULy ) 8 (DBM) piies
ég}u.ﬂ\ Q_Q:IJLAAA ua.is;:\_g e azll ;YJM@J}\

% _ Jackline Chigwala ,The effect of Customer Relationship Management on Customer Satisfaction with Health Facilities in Tanzania,
International Journal of Innovative Science and Research Technology,

Volume 7, Issue 4, April 2022.

o Nigel F. Piercy, Strategic relationships between boundary-spanning functions: Aligning customer relationship management with

supplier relationship management, Industrial Marketing Management, Contents lists available at ScienceDirect ( Elsevier),

Volume 38, 2009.

%2 _ Bob McKim & Arthur Middleton Hughes, How to measure customer relationship management success; Journal of Database Marketing

Vol. 8, 3, 2001.
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%3(Dan Alexandru Smedescu & others, 2016) 4l )3 13 _sdlal) Al Al
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) alail) il g A Gaadaill AL ) 5
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%4Jérdme Billé, Richard Soparnot, 2006) 4wl 3 1 Ag¥) Aul Al

AR g LS jaiaeS ¢ Dlaal) CEe 3 la) e o paill i) jall sda Cudaa
Sl e ciada Sua (Société Générale - Paris) <l — Al Zu) jall Yisa
A adh 1ha s (il 3l e 3l el sl cada g (500) e ST Ler Jeny
O Ae sana b ¢ Dlandl ClBle 3 la) il 1Y) G corm = S il slaie) Gl
CRM (Saly Jgd 63 la¥)y doendl ae ddaliiall g A jall 48Rl e 1) Sililend)
O I LN ClEdle 5l mad oy Le Llle ad il Ciela g ¢ HISEN) aca Lyl
ddee ¢b Aol Jae A8 il dalall ¢ Slaall CU8e 5 la) W ¢ Baasal) Calaaly)
Led (Al (o o ey ghai dlee (ailiad y Cleadll dapla g ¢ S JS0 4 jlxs
bl GEle 51y e Jaenll 4 jra 8 agall sl

% _ Dan Alexandru Smedescu & others; Marketing Communications Mix in Higher Education Institutions; International Journal of

Academic Research in Economics and Management Sciences; HRmars /capital; Vol. 5, No. 4 ;2016.

% _ Jérome Billé, Richard Soparnot, La gestion de la relation client ou (Customer Relationship Management), une source d'innovation - Le

cas de la banque Société Générale - Paris , La Revue des Sciences de Gestion, Direction et Gestion, Vol. 3, No. 217, 2006.
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e IS 5l o il Hall Eila 6 G ¢(ailaione 5 () 5 US55 ) 5 STV 3y )
Al Ja 84y 5 S 5 o0 5all Jeall sl )] 3 dysea a3 4 0l
Ll e Apadall A8Mall ilisus sall 038 3 a3 Csa g Caa gl 5 ¢ SR

%(EL KORAICHI Mustapha, 2014) 4wl )y ;4 4w Al
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Reliability Statistics

N of Items

Cronbach's Alpha

2

0.91

Correlations

“-M‘GMSJII.‘IE"L)_M

S

252l

0.699**

1

Pearson
Correlation

0.000

Sig (2-tailed)

96

N

1

699

Pearson
Comelation

e 203 ], el
f-JQ-‘-ij!

0.000

Sg (2-tailed)

96

N

*. Comelation is significart at the 001level (2-taled).

Spss ) geabi s il A 1l Y Jalra @il Jglaa

Correlations
s a0 =mal)| AB_ma Ol amad)
gl S0 M | 2Vl SN sm| Lt SsW) el
.o88"" .990"" 991" 1|Pearson Lo 0 S amad)
Correlation
0O.000 0.000 0O.000 Sig. (2-
tailed)
96 96 o6 96| N
.993"" .995™" 1|.991™" Pearson £V oM ALY amal
Correlation
0O.000 0.000 0.000|sig. (2-
tailed)
o6 o6 o6 96| N
997" 1|.095"" 990" Pearson 4B ma SN =)
Correlation G923
0O.000 0O.000 0.000|sig. (2-
tailed)
o6 o6 o6 96| N
1]. 088" 093" _os88™" Pearson Aand &t ol )
Correlation S92 3
0.000 0O.000 0O.000|sig. (2-
tailed)
96 96 o6 96| N
.768"" .764"" 7737 769" Pearson 2 52l
Correlation
O.000 0O.000 0O.000 0O.000|sig. (2-
tailed)
o6 o6 o6 96| N
**. Correlation is significant at the 0.01 level (2-tailed).
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Model Summary

Adjusted R Square

R Square

0.511

0.516 0.719

S (g (B A

HOTEL SOUF Z* ETOILES:
o Date d'ouverture 1971

o Superficie: 13.593 m? dont 6.000 m” bitie.

MODERNISATION :

Travaux de modernisation de la 1ére phase:
o 19 chambres (dont deux suites)

o lLocaux techniques
CAPACITES: © Buanderic
o 89 Chambres dont (07 suites & 02 Appartements) © Aménagement extérieur
soit 182 lits

© Restaurant gastronomique :
o cafeteria: 50 places

100 couverts par service Date de réception : 24/01/2019

AUTRES:

0

5> Salle polyvalente: 150 places
Piscine

Jardin / Espaces verts ( palmeraie)
Parking (+40 véhicules)
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TEL: O32.11.79.04 - FAX: 032.11.79.05

Carte héeébergement
Chambre n© = 111
Nom et prénom : LEBBIHI HOURIA
Date et lieu de naissance : 02-09-1988
Nom de famiille de I'épouse -
Nationalite : ALGERIA
Profession -
Reésidence actuelle -
Enfants moins de 15 ans -
Nom du parrain -

Informations sur Ila carte d°”i

Carte didentitée n° : - = 206569875
Date - T 22-03-2021
Delivreée par - ALGERIA

Fils = et

Date d'entréee en Algérie -
Fait le : 20-05-2023

Signaiuf;

Al guidy Lald A gy Abliaia) Abla,

FICHE DE

VOYAGEUR
A2 a3 2B,

Chambre

= A S T e

Nom: 3 = SSaus = ea@mil)
Name (in pinting letter) €crir en Mmajuscule

Nom de jeumne fille: - - T Sl ASled) @Al
Christian name

Prémom: R e A
Christian name

Fils de=z ---------- DS A ok S S L e e IS s S O SR BTN

INéE le- 3 . = = = B T I = ¢ { IO : z Alea 3 Fa S
Date and place of birth

Wilay=a: 5 s e LN
Tomtry ( ou pays pour Iétranger )

Profession: : ASgall
Ocupation

Domicile habitule: =) _oam3y
FPermmanent adresse

= :\#_"-:_;J\

Nationalité: I - - Sasee = e L b B B R e I

Nationality

IMP. M. AH.O741E
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PUBLICATIONS
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STUDENT PAPERS
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