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Case Processing Summary

N %

Cases Valid | 60 100,0
Excluded? | 0 0

Total | 60 100,0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

spss <l y3a 03 ad ) Galdll

Flaas S Wl i) Jalas

Cronbach's N of Items
Alpha
,898 37
Item-Total Statistics
Scale Mean if | Scale Variance if | Corrected Item- Cronbach's
Item Deleted Item Deleted Total Alpha if Item
Correlation Deleted
(oA adgall | 230,0333 2348,033 ,648 ,892
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SLiay) Jual sl a8l sa | 230,1500 2364,164 ,666 ,892
4 g sty a1 | 229,8000 2326,841 ,761 ,890
Agluainl) Alalaeall | 230,5500 2307,947 ,809 ,889
A galal) Azalall il gl | 231,2833 2350,715 704 891
Js¥ sl | 189,6833 1590,830 ,922 ,903
4 ysaadi 1 198,9000 1736,803 ,802 ,904
Glua
Model R R Square Adjusted R Std. Error of the
Square Estimate
11,6792 ,461 ,452 7,76504
JsY ) saalla. Predictors: (Constant),
ANOVA?
Model | Sum of Squares df Mean Square F Sig.
1 Regression | 2994,775 1 2994,775 49,668 ,000°
Residual | 3497,159 58 60,296
Total | 6491,933 59

S saala. Dependent Variable:

Js¥ ,ssalib, Predictors: (Constant),

D) galdl

110



Fadlal

Coefficients?

Model Unstandardized Coefficients Standardized Sig.
Coefficients
B Std. Error Beta
1 (Constant) | 9,517 4,666 2,040 ,046
Js¥ sl | 1632 ,090 ,679 7,048 ,000
Sl ) s=dlla, Dependent Variable:
Model R R Square Adjusted R Std. Error of the
Square Estimate
11,4142 171 ,157 9,62995
=iyl dual 5l #8) sea, Predictors: (Constant),
ANOVA?
Model | Sum of Squares df Mean Square F Sig.
1 Regression | 1113,253 1 1113,253 12,005 ,001°
Residual | 5378,680 58 92,736
Total | 6491,933 59

Sl sadlla, Dependent Variable:

eyl dual gl #8) 5ab, Predictors: (Constant),
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Coefficients?

Model Unstandardized Coefficients Standardized T Sig.
Coefficients
B Std. Error Beta
1 (Constant) | 25,083 4,936 5,082 ,000
sy Jual il adlsa | 1,504 ,460 414 3,465 ,001

Sl sadlla, Dependent Variable:

Model Summary

Model R R Square Adjusted R Std. Error of the
Square Estimate
1].6172 ,381 ,370 8,32461

4y ySIY) Al Jlla, Predictors: (Constant),

ANOVA?
Model | Sum of Squares df Mean Square F Sig.
1 Regression | 2472,588 1 2472,588 35,680 ,000°
Residual | 4019,345 58 69,299
Total | 6491,933 59
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Coefficients?

S ssJla, Dependent Variable:

4580 Al lib, Predictors: (Constant),

Model Unstandardized Coefficients Standardized Sig.
Coefficients
B Std. Error Beta
1 (Constant) | 17,662 4,154 4,251 ,000
g S Al 1 | 2,233 374 617 5,973 ,000
S, s~ala, Dependent Variable:
Model Summary
Model R R Square Adjusted R Std. Error of the
Square Estimate
11,6432 414 ,404 8,09857
4luidll Alalaalla, Predictors: (Constant),
ANOVA?
Model | Sum of Squares df Mean Square Sig.
1 Regression | 2687,899 1 2687,899 40,982 ,000°
Residual | 3804,034 58 65,587
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Total | 6491,933 59
Sl ) ssdlla, Dependent Variable:
4luniill Alalaalib, Predictors: (Constant),
Coefficients?
Model | Unstandardized Coefficients Standardized Sig.
Coefficients
Std. Error Beta
1 (Constant) | 19,001 3,687 5,154 ,000
Lluaill) dlaeal) | 2,267 ,354 ,643 6,402 ,000
Sl salla, Dependent Variable:
Model R Square Adjusted R Std. Error of the
Square Estimate
11,5062 ,256 ,243 9,12673
4 galall 40l 23l g2lla, Predictors: (Constant),
ANOVA?
Model | Sum of Squares df Mean Square F Sig.
1 Regression | 1660,692 1 1660,692 19,937 ,000°
Residual | 4831,241 58 83,297
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Total | 6491,933 59
Sl ) ssdlla, Dependent Variable:
4 galall A0kl 31 alib, Predictors: (Constant),
Coefficients?
Model Unstandardized Coefficients Standardized Sig.
Coefficients
B Std. Error Beta

1 (Constant) | 23,966 4,128 5,805 ,000
de galad) Aalalf il gad) | 1,910 428 ,506 4,465 ,000

S, s~ala, Dependent Variable:

One-Sample Kolmogorov-Smirnov Test

5N gdgal

Jual i) ) ga
JEIERY

Ay SN Al

Tlucaitl) Alalaall

Kolmogorov-Smirnov Z

1,207

1,602

1,567

1,427

Asymp. Sig. (2-tailed)

108

,012

,015

,034

One-Sample Kolmogorov-Smirnov Test

Aall alal) a5 531

L galal) Aabalf il gal)

Js¥) pgaall

g.il.‘d\ JJMS\

Kolmogorov-Smirnov Z

1,083

844

,941
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Asymp. Sig.

(2-tailed) | ,192

475

,339

olad)
Frequency Percent
Valid s3] 42 70,0
wui] 18 30,0
Total | 60 100,0
andl
Frequency Percent
Valid 430 o BB | 30 50,0
40 ¢ B (N30 = | 20 33,3
50 o 81 N 40 2 | 9 15,0
A AL50 ] 1 1,7
Total | 60 100,0

a. Test distribution is Normal.

b. Calculated from data.
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& Shal)
Frequency Percent
Valid Jild 935 ] 25 41,7
@a ] 26 433
A el ]9 15,0
Total | 60 100,0
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Jualgill adlsa ¢ g S adsall) E-CRM - 49 pSY) (AL clBle ylal Gkt Pla (1
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SPSS duclaayl askell dajall
Cmand & E-CRM g 51 bl e 33y ol A1 agag M duball cliags g
claadl) Baga
caleadll Basa A iKY L3 alBdle Bl ¢ G aBle 5y rdabidadl alasl)

—dt— el Y lall dawia

Summary

The study aims to learn about the role of e-CRM in improving the quality of services, through the
application of e-CRM (Website, social media sites, emails, preferential treatment, incentives and
tangible material returns) Its impact on the quality of services in the Algiers Telecommunications
Foundation (TIBSA). To this end, the analytical descriptive curriculum was adopted. The
information was collected through the distribution of a questionnaire to a sample of 70 clients of
this institution. The information was processed and the study hypotheses tested using the SPSS
social science package programme.

The study found a positive impact of E-CRM in improving the quality of services.

Keywords: Customer Relations Management, Electronic Customer Relations Management,
Quality of Services, Algiers Telecommunications Foundation
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