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Résume

This study aimed to identify the contribution of electronic customer knowledge
management in developing a positive public image of Algeria Telecom in ElI Oued
and El Meghair. To answer the research question and achieve its objectives, the
descriptive analytical approach was used in the theoretical aspect. In the practical
aspect, the case study approach was adopted, using a questionnaire to collect data
from Algeria Telecom in El Oued and ElI Meghair. (50) questionnaires were
distributed to a sample of officials and employees at the institution.

Through statistical analysis of the questionnaire data using the SPSS VAR27
program, the study reached a number of results, the most important of which are:

1. There is a statistically significant effect of electronic customer knowledge
management on developing a positive image of Algeria Telecom in the
provinces of EI Oued and El Meghair at a significance level of a<0.05.

2. There is a statistically significant effect of customer knowledge on
developing a positive image of Algeria Telecom in the provinces of El Oued
and El Meghair at a significance level of 0<0.05.

3. There is a statistically significant effect of customer knowledge on
developing a positive image of Algeria Telecom in the provinces of El Oued
and El Meghair at a significance level of 0<0.05.

4. There is a statistically significant effect of customer knowledge on
developing a positive image of Algeria Telecom in the provinces of ElI Oued
and El Meghair at a significance level of 0<0.05.

Keywords : Customer Knowledge Management, Electronic Customer Knowledge
Management, Image, Algeria Telecom in the provinces of El Oued and El
Meghair.
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Reliability Statistics

spss (Sbaa) Jaladll cila A 1(2) a8, galall

Cronbach's
Alpha N of Items
972 27
gaiall
Cumulative
Frequency Percent Valid Percent Percent
Valid ~ s3 40 80.0 80.0 80.0
S 10 20.0 20.0 100.0
Total 50 100.0 100.0
4y yanl) d5dY)
Cumulative
Frequency Percent Valid Percent Percent
Valid 430 J120 o 2 4.0 4.0 4.0
4,40 N 31 e 37 74.0 74.0 78.0
4. 50 N 41 o 10 20.0 20.0 98.0
4 50 oe S 1 2.0 2.0 100.0
Total 50 100.0 100.0
hard) Ja 5al)
Cumulative
Frequency Percent Valid Percent Percent
Valid LSl 11 22.0 22.0 22.0
osilsd 17 34.0 34.0 56.0
e 17 34.0 34.0 90.0
e e 5 10.0 10.0 100.0
Total 50 100.0 100.0
dgigall 5 Al
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Gl

Cumulative
Frequency Percent Valid Percent Percent
Valid  <lsie5 ge Jil 6 12.0 12.0 12.0
il i 10 ) & s B e 15 30.0 30.0 42.0
4u15 i 11 oe 15 30.0 30.0 72.0
Lu 16 oo S 14 28.0 28.0 100.0
Total 50 100.0 100.0
Al gl anal)
Cumulative
Frequency Percent Valid Percent Percent
Valid gl akeall S e n 1 2.0 2.0 2.0
LY b el S 22 44.0 44.0 46.0
TECHNICIEN SUPERIEOR 1 2.0 2.0 48.0
ALl A il 5 pal) Aaliaa i 1 2.0 2.0 50.0
) M) aclae 2 4.0 4.0 54.0
A3l o) sall 3 31a adi ) 2 4.0 4.0 58.0
Gl L. 9 18.0 18.0 76.0
daliaa iy 4 8.0 8.0 84.0
b Gt 3 6.0 6.0 90.0
ISl (5 g udiga 1 2.0 2.0 92.0
s sine el S 2 4.0 4.0 96.0
(38na 1 2.0 2.0 98.0
homy il P 1 2.0 2.0 100.0
Total 50 100.0 100.0
Descriptive Statistics
N Mean Std. Deviation
Glily sacld e oShge ji 68 50 4.2800 .70102
Gl dals 46, il
Ol e ol il A5 5 0 401 i 50 4.0800 .80407
L saling 3l hladtll dagls 48 yeal
581 siall (53 301 il Aals 4 pus lin 50 4.3600 77618
S 3a (52l
sl g jaa (il 3l il guen 50 4.1600 79179
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50

50

50

50

50

50

50

50

50

50

50

50

50

50

50

50

50

50

50

4.0000

3.3200

4.2800

3.9400

3.9200

4.1000

4.3000

3.8400

4.0000

4.3600

3.8200

4.2400

4.4000

4.3600

4.1800

4.1800

4.4000

4.2600

4.1800
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.92582

.99877

.80913

.79308

.66517

.58029

.73540

.76559

.83299

74942

.80026

.82214

.63888

.63116

.71969

.71969

.60609

.75078
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Valid N (listwise)

50

50

50

50

50
50
50
50
50
50

4.1200

4.2000

4.1200

4.3200

4.1760
3.9120
4.0640
4.0507
4.2467

77301

.78246

.79898

.68333

.63199
.60631
.61868
.57909
.62587

Frequency Table

ORI Aald 4 g st cilily Baeld Lo aSisa b gl

Freguency Percent Valid Percent Cumulative Percent
Valid Bady (58 9 19 38.0 38.0 38.0
L r) 29 58.0 58.0 96.0
Ao 1 2.0 2.0 98.0
8 e e 1 2.0 2.0 100.0
Total 50 100.0 100.0

e JS L galing A1) cilasdd) dagda 48 el il aa Jual gill A g Sl A7 Sllia

Frequency Percent Valid Percent Cumulative Percent
Valid Bl (58 9 14 28.0 28.0 28.0
Gl e 29 58.0 58.0 86.0
e 5 10.0 10.0 96.0
Gil e e 1 2.0 2.0 98.0
3k 31l e e 1 2.0 2.0 100.0
Total 50 100.0 100.0
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pSiunsa (51 881 giall ¢y ga ) cilibd Al 4 pou Sllin

Frequency Percent Valid Percent Cumulative Percent
Valid Bl (38 5e 24 48.0 48.0 48.0
il e 22 44.0 44.0 92.0
Al 3 6.0 6.0 98.0
535y 3l sa 1 2.0 2.0 100.0
Total 50 100.0 100.0
Az sl b g ma (il 3l cilalhiia asea
Frequency Percent Valid Percent Cumulative Percent
Valid 315 (38 5 17 34.0 34.0 34.0
Gl s 27 54.0 54.0 88.0
e 3 6.0 6.0 94.0
Slge 3 6.0 6.0 100.0
Total 50 100.0 100.0
(B Sy Badaall (il 3 Ll pran aSiuuga
Frequency Percent Valid Percent Cumulative Percent
Valid Bl (58 9 15 30.0 30.0 30.0
Gl e 23 46.0 46.0 76.0
S 9 18.0 18.0 94.0
Gil e e 2 4.0 4.0 98.0
B 33l ga e 1 2.0 2.0 100.0
Total 50 100.0 100.0
para LS Jalall (b3 aa dgpad ) 4 ) g0 g B alATE o Sl §a Jax
Frequency Percent Valid Percent Cumulative Percent
Valid 55 (38 5 5 10.0 10.0 10.0
Gilse 20 40.0 40.0 50.0
e 11 22.0 22.0 72.0
Gilse 14 28.0 28.0 100.0
Total 50 100.0 100.0
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Frequency Percent Valid Percent Cumulative Percent
Valid 835 (39 5 24 48.0 48.0 48.0
G 5 20 40.0 40.0 88.0
Yo 5 10.0 10.0 98.0
52y il ga 1 2.0 2.0 100.0
Total 50 100.0 100.0
dadial) cilasdl) o gl ) Ly st 48 pal dilualind Cllal jay aSiausa a gl
Frequency Percent Valid Percent Cumulative Percent
Valid Bady (38 5 11 22.0 22.0 22.0
L E) 28 56.0 56.0 78.0
e 8 16.0 16.0 94.0
Gl e 3 6.0 6.0 100.0
Total 50 100.0 100.0
FEAEOA]] e\.«ﬁ\z\ Cro L clagira oo ¢ oddh gall Juany
Freguency Percent Valid Percent Cumulative Percent
Valid Bady (58 9 7 14.0 14.0 14.0
L r) 34 68.0 68.0 82.0
e 7 14.0 14.0 96.0
8 e e 2 4.0 4.0 100.0
Total 50 100.0 100.0
) gy Oy 3 i ln 1 ¢ 9l gall Jucany
Frequency Percent Valid Percent Cumulative Percent
Valid Bady (58 5 10 20.0 20.0 20.0
Gilse 36 72.0 72.0 92.0
e 3 6.0 6.0 98.0
38 e e 1 2.0 2.0 100.0
Total 50 100.0 100.0
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Frequency Percent Valid Percent Cumulative Percent
Valid Bady (58 5 22 44.0 44.0 44.0
Gl s 22 44.0 44.0 88.0
e 5 10.0 10.0 98.0
Gilse e 1 2.0 2.0 100.0
Total 50 100.0 100.0
B pallana B guay (il 3l £¥ g A 3 Jga cilagly aSicusa o g
Frequency Percent Valid Percent Cumulative Percent
Valid 815 (38 5 8 16.0 16.0 16.0
Gl s 29 58.0 58.0 74.0
e 10 20.0 20.0 94.0
Slge 3 6.0 6.0 100.0
Total 50 100.0 100.0
Lashaily i3l Joa Claglaall pany aiousal (pale¥) Jadd) 5l 5a o 58
Frequency Percent Valid Percent Cumulative Percent
Valid Bady (38 9 11 22.0 22.0 22.0
Er) 33 66.0 66.0 88.0
Al 2 4.0 4.0 92.0
Gilse e 3 6.0 6.0 98.0
8%y (38 g0 g 1 2.0 2.0 100.0
Total 50 100.0 100.0
Laad ) agaa Jual gill DA (e Lgdily ) g LS ghall aianis g (g
Frequency Percent Valid Percent Cumulative Percent
Valid Bk (38 5 23 46.0 46.0 46.0
Gilse 24 48.0 48.0 94.0
alas 2 4.0 4.0 98.0
Bk (38 g0 1 2.0 2.0 100.0
Total 50 100.0 100.0
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Frequency Percent Valid Percent Cumulative Percent
Valid 815 (39 5 10 20.0 20.0 20.0
3 9 23 46.0 46.0 66.0
i 15 30.0 30.0 96.0
Gl e 2 4.0 4.0 100.0
Total 50 100.0 100.0
Opedlially i i G g 8 B2 Anars 5y pSis' 2345
Frequency Percent Valid Percent Cumulative Percent
Valid 835 (39 5 18 36.0 36.0 36.0
e 27 54.0 54.0 90.0
e — 3 6.0 6.0 96.0
Gilsa e 1 2.0 2.0 98.0
Bl 8l s 1 2.0 2.0 100.0
Total 50 100.0 100.0
dadiall Ciladdl) 33 g3 cuaean Wgdie A B ) g aSiiia il
Frequency Percent Valid Percent Cumulative Percent
Valid Bady (58 5 23 46.0 46.0 46.0
Gilse 25 50.0 50.0 96.0
Ao 1 2.0 2.0 98.0
8 e e 1 2.0 2.0 100.0
Total 50 100.0 100.0
Wrga (g Laa 3 jlian 52 g2 Lgiladd aSiuuisa adll
Frequency Percent Valid Percent Cumulative Percent
Valid Bady (38 5 21 42.0 42.0 42.0
Gilse 27 54.0 54.0 96.0
e 1 2.0 2.0 98.0
Gilse 1 2.0 2.0 100.0
Total 50 100.0 100.0
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Frequency Percent Valid Percent Cumulative Percent
Valid 8% (39 5 15 30.0 30.0 30.0
e 31 62.0 62.0 92.0
Yo 3 6.0 6.0 98.0
Bl Gl 1 2.0 2.0 100.0
Total 50 100.0 100.0
Adasd g i) (i A pSianspa piles
Freguency Percent Valid Percent Cumulative Percent
Valid 815 (38 5 16 32.0 32.0 32.0
L E) 29 58.0 58.0 90.0
e — 3 6.0 6.0 96.0
Glge 2 4.0 4.0 100.0
Total 50 100.0 100.0
Gl e B e o S 30 Jadlad
Frequency Percent Valid Percent Cumulative Percent
Valid Bady (58 5 22 44.0 44.0 44.0
Gilse 27 54.0 54.0 98.0
Gilse 1 2.0 2.0 100.0
Total 50 100.0 100.0
gl clabiial dult) 5 i Y sla aSiainpa pdl
Frequency Percent Valid Percent Cumulative Percent
Valid Bk (38 5 19 38.0 38.0 38.0
G 5 27 54.0 54.0 92.0
e 3 6.0 6.0 98.0
Bk (38 g0 1 2.0 2.0 100.0
Total 50 100.0 100.0
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Frequency Percent Valid Percent Cumulative Percent
Valid 8% (39 5 20 40.0 40.0 40.0
Gl se 22 44.0 44.0 84.0
Yo 6 12.0 12.0 96.0
S 5e e 1 2.0 2.0 98.0
Bl 5l s e 1 2.0 2.0 100.0
Total 50 100.0 100.0
ainall b L San B g s 5 Anandia LY auasa L U1 il JiaY)
Frequency Percent Valid Percent Cumulative Percent
Valid 525 (39 5 17 34.0 34.0 34.0
L E) 23 46.0 46.0 80.0
e — 9 18.0 18.0 98.0
Gl e 1 2.0 2.0 100.0
Total 50 100.0 100.0

il (B g0 5 a0 9 Lgde Aol Ao d pd (B 2ol aSianusa i Jalall) (B agly 25 08 G (i) O

Frequency Percent Valid Percent Cumulative Percent
Valid Bl (58 9 16 32.0 32.0 32.0
Gl e 30 60.0 60.0 92.0
alas 2 4.0 4.0 96.0
Gil e e 1 2.0 2.0 98.0
B 53l ga e 1 2.0 2.0 100.0

Total 50 100.0 100.0

dgal Al 55300 3 Laa (50 Aala L) Aashal) Aasill s o ¢ slalal) gy

Frequency Percent Valid Percent Cumulative Percent
Valid Ay (38 5a 16 32.0 32.0 32.0
Gl e 26 52.0 52.0 84.0
e 7 14.0 14.0 98.0
i (38 ge ye 1 2.0 2.0 100.0

Total 50 100.0 100.0
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Frequency Percent Valid Percent Cumulative Percent
Valid 5ady (38 5 21 42.0 42.0 42.0
3 9 25 50.0 50.0 92.0
i 3 6.0 6.0 98.0
Gl e 1 2.0 2.0 100.0
Total 50 100.0 100.0
Correlations
I el Al 5 sl
Jds¥ ,sall Pearson Correlation 1 880"
Sig. (2-tailed) .000
N 50 50
4l 5,sall  Pearson Correlation 880" 1
Sig. (2-tailed) .000
N 50 50
**_Correlation is significant at the 0.01 level (2-tailed).
Coefficients?®
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) .376 .154 2.447 .018
Aadll 5 guall .821 .082 .821 9.962 .000
a. Dependent Variable: Js¥_asll
Coefficients?®
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) .684 151 4.533 .000
aadl 5 puall 794 .081 816 9.796 .000

a. Dependent Variable: Gl 2l
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Coefficients?

Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 461 .143 3.233 .002
Aadll 5 sall .839 .077 .845 10.963 .000

a. Dependent Variable: &G i
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