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Model Summary

Mod R R Adjusted R | Std. Error

el Square Square of the
Estimate

| ,866° 151 7145 1,40597

a. Predictors: (Constant), J&V) 4alSill as,

ANOVA®
Model Sum of df Mean F Sig.
Squares Square
Regressi 144,39 )
285,435 1 285,435 ,000
on 5
1
Residual 94,885 48 1,977
Total 380,320 49

a. Dependent Variable: jlall as
b. Predictors: (Constant), Jsy 4l
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Coefficients®

Model Unstandardized Standardiz t Sig.
Coefficients ed
Coefficients
B Std. Error Beta
(Consta
2,212 965 2,291 ,026
nt)
1
48l aay
. ,813 ,068 ,866| 12,016 ,000
J8Y)

a. Dependent Variable: jlall ax

Frequency Table.

ol
Frequen | Percent
cy
S 32 62,7
Valid il 18 35,3
Total 50| 98,0
Missin Syste
1 2,0
g m
Total 511 100,0
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Frequen | Percent
cy
30g-od§T 19 37,3
131 ¢
31 o 27 52,9
Valid 50
51 jJST 4 7.8
Total 50 98,0
Missin
System 1 2,0
g
Total 511 100,0
a3l
Frequen | Percent
cy
e 28| 54,9
Jala
sxala 20 39,2
Valid .
il
> ol 39
Lle
Total 50 98,0
Missin
System 1 2,0
g
Total 51( 100,0
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8,uad)
Frequen |Percent
cy
5 oy Jil
> 17| 333
g
16 ¢
10 o 13| 255
Valid 10
3,0 6 11,8
10 e S 14 27,5
Total 50 98,0
Missin
System 1 2,0
g
Total 51 100,0
(il aqlal)
Frequen | Percent
cy
Qe 18 35,3
Valid i.\ 32 62,7
Total 50 98,0
Missin Syste
1 2,0
g m
Total 51| 100,0
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Q6
Frequen |Percent
cy

:ﬂﬁj * 3 5.9

Bl e 3 5.9

Valid 2l 28 54,9

(3854 14 275

3aby (38 ga 2 3.9

Total 50 98,0

Missin System 1 2,0
g

Total 51| 100,0
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Q7
Frequen |Percent
cy

s Tl s

Gilse e 3 5.9

Valid alsa 20 39,2

(38 50 18| 35,3

3ain (38)sa 7 13,7

Total 50 98,0

Missin System 1 2,0
g

Total 51| 100,0
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Q8
Frequen |Percent
cy

s [

Gilsa e 4 1.8

Valid alsa 13| 25,5

(38 50 19| 373

3ain (38)sa 10 19,6

Total 50 98,0

Missin System 1 2,0
g

Total 51| 100,0
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Q9
Frequen |Percent
cy

:z‘:)m 5 9,8

G8lsa e 8 15,7

Valid . 11 21,6

38 g0 17 333

3oy (3dlga 9 17,6

Total 50 98,0

Missin System 1 2,0
g

Total 51| 100,0
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Q10
Frequen |Percent
cy

s Tl s

Gdlga e 11 21,6

Valid s 19 37,3

(38 50 16| 314

3aby (38 ga 2 3.9

Total 50 98,0

Missin System 1 2,0
g

Total 51| 100,0
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Q11
Frequen |Percent
cy

s Tl

Gilse e 4 1.8

Valid . 11 21,6

(38 5a 19| 373

3l (38)9a 14| 27,5

Total 50 98,0

Missin System 1 2,0
g

Total 51| 100,0
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Q12
Frequen |Percent
cy

s Tl s

Gdlga y 5 9,8

Valid s 19 37,3

38 g0 21 41,2

3aby (38 ga 3 5.9

Total 50 98,0

Missin System 1 2,0
g

Total 51| 100,0
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Q13
Frequen |Percent
cy

ﬁ o 3 5.9

Gilsa e 1 2,0

Valid s 16 31,4

38 g0 17 333

3ain (38)sa 13| 25,5

Total 50 98,0

Missin System 1 2,0
g

Total 51| 100,0
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One-Sample Kolmogorov-Smirnov Test

Az Aalil) amy
Skl J&Y)
N 50 50
13,560
Mean 13,9600
Normal 0
Parameters®® Std. 2,7859
2,96896
Deviation 7
Absolute 228 185
Most Extreme
Positive 131 ,133
Differences
Negative -,228 -,185
Kolmogorov—-Smirnov Z 1,610 1,311
Asymp. Sig. (2-tailed) 011 ,064

a. Test distribution is Normal.

b. Calculated from data.
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Statistics
sanll | el | dasal | mull | oWl | Q6 Q7
sl
Valid 50 50 50 50 50 50 50
N Missin
1 1 1 1 1 1 1
g
=l lauadl| 1,3600( 1,7000| 1,48001 2,340( 1,6400( 3,1800( 3,5000
ol Y|
o 48487 ,61445| ,57994| 1,2224| ,48487| ,84973| ,95298
Statistics
Q8 Q9 Q10 Qll Q12 Q13
Valid 50 50 50 50 50 50
& Missing 1 1 1 1 1 1
all I gidll 3,5400( 3,3400( 3,1000{ 3,7800( 3,3600( 3,7200
el Gyl | 1,14660| 1,23899( ,93131| 1,07457| ,89807| 1,06981
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Correlations

Az Aalil) amy
Sl JY
Pearson .
1 ,866
Correlation
bl aey
Sig. (2-tailed) ,000
N 50 50
Pearson e
_ ,866 1
aall) ay  Correlation
J&Y) Sig. (2-tailed) ,000
N 50 50

** _Correlation is significant at the 0.01 level

(2-tailed).
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Item-Total Statistics

Scale Scale Corrected | Cronbach's
Mean if | Variance if | Item—-Total | Alpha if
Item ltem Correlation ltem
Deleted Deleted Deleted
osial) 62,2000 111,673 ,233 812
aall 61,8600 115,633 -,130 ,822
Jasgal) 62,0800 113,504 ,037 817
3 ) 61,2200 124,420 -,426 ,850
ol
61,9200 114,320 -,025 818
s #al
Q6 60,3800 103,751 567 197
Q7 60,0600 100,792 ,658 7191
Q8 60,0200 100,796 529 795
Q9 60,2200 99,808 523 7195
Q10 60,4600 103,927 ,500 ,799
Qll 59,7800 98,542 ,684 187
Q12 60,2000 100,694 710 , 7189
Q13 59,8400 97,484 741 7183
Oplal) amy 50,0000 65,551 ;908 , 749
a3 day
49,6000 62,612 912 7152

J&I
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Cette étude vise a identifier la stratégie de la gestion des relations clienteles
comme l'un des méthodes de gestion modernes, ainsi que I’importance de
sa notoriété et de son application par les personnels des hétels de la wilaya
de Tebessa, et I'impact de cela sur I'obtention d'avantages concurrentiels,
pour cela nous avons adopté le questionnaire, qui a été distribué a
I'échantillon, et nous avons utilisé un certain nombre de méthodes
statistiques dans le programme des statistiques pour les sciences sociales
(SPSS V24). L’etude a conclu que la notoriété et I’application des
personnels des hétels étudiés contribuent a la réalisation d’avantages
concurrentiels, d’un avantage de différenciation et d’un avantage en termes
de cout bas. De plus, les résultats de I’étude ont montré qu’il existe des
différences significatives dans I’application de la gestion des relations
clienteles en raison de variables personnelles (sexe, niveau d'éducation,
groupe d'age, annees d'experience).

Mots—clés: Clients, Gestion des relations clientéles , Tourisme, Hobtels,

Concurrence , Avantage concurrentiel.
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The objective of this study is to identify the strategy of customer relationship
management as one of the modern management methods and the extent of
its awareness and application by the hotel staff in the state of Tabessa and
the effect of this on the achievement of competitive advantages. We relied on
the questionnaire as a tool for study and distributed to the study sample.

In the SPSS V24 program. The study concluded that the awareness and
application of the studied hotel staff contributes to the success of the benefits,
as demonstrated by the competitive results, the nemayaz feature and the low
slope advantage. Age, Years of Experience

Keywords: Customer, Customer Relationship Management, Hospitality,

Hotels, Competitive, Competitive Advantage.
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