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Abstreet:

This study aimed to identify the extent of Customer Relationship Management's implementation
n the Algerian Insurance and Reinsurance Company La CAAR - Agency of Tébessa 310, and its
customers’ evaluation to the services provided to them, relying on an interview with the head of the
agency’s Finance and Accounting Department about the latter's dependence on customer relationship
management with its four dimensions (Key customer focus, Customer relationship management
organization, customer knowledge management and technology based customer relationship
management). A questionnaire was also used to identify the evaluation’s level of the research sample
represented by the agency’s customers about the quality of the provided services” five indicators
(Tangibles, Reliability, Responsiveness, Assurance and Empathy) according to the “Servperf” model,
where 41 forms were distributed and 40 of them were accepted to be analyzed statistically with the
Statistical Package for the Social Sciences software. After presenting and analyzing both the
interview's and the questionnaire’s results; the study came to conclusion that the agency depends on
customer relationship management in a way that makes its customers’ evaluation about its service
(uality level a! a high rate.
feywords: Customer relationship management, customer, quality, service, insurance service
quality, La CAAR.
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