ey agle g ddlaall Lial) dghgl) dupaall &IOS
| N
ey pgle aud l/n S

Y ENSIJSI

-

oAl daddl) Baga (s P sSand) pa AMall duig stV Byl g0
Al Ay al)
Agsunh pdse Ao yilial) YLl Luge Aadeal st duy
2024 Lol 20 ) oxtd 200

/

Juaiyly e agle 8 jislall salgd Jo @ibllaia ea 850
s da Jlail 1 aaiill
2020-2019 : 4ads

SA:éJ ‘._f\U:; ULH\ A\J&! Cma

dana  gagnd MG Cifyd) cuas

: Ladlia) Ll el
2 deaa .2 u.u:f\)ﬂ
Sleng dasa L2 1Caydll

oS ehadll dakald Lo r 8Ll

2024-2023 :daaalall diud)




lgueg2l —

L
L“ t«nl\“‘w

____ ENSIJSI

High National School of Journalism and Media Sciences

Class : Media sciences

ﬂl’he Role of Electronic Customer Relationship Management in\

Enhancing Service Quality in Economic Institution

Analytical Study of Algeria Telecom Company's Facebook Page from
February 20, 2024 to March 20, 2024

- J

Dissertation Among the Requirements for Obtaining Degree in Media and

Communication Sciences
Specaility : Institutional Communication
Promotion : 2019-2020

By the Student : Hattabi Roufaida

Supervision : Dr.Bouhouali Mohamed

Jury Members :
Chairman : Dr. Mohamed Hadir
Supervisor :Dr. Mohamed Bouhouali
Debater : Dr. Fatima El zahraa Bekkouche

School year : 2023-2024







ﬁ, "/3\

JJ%J

ar o4 lo anle (yillg Cilgamll talo 140 Inh pi4 lacAa alll aoali
.Joelllaa oloil go
yoisall capiroll alimill anll Gliio dll aiheg p4imll nllAr o asil ael loi
clpun anle claa choi gl pasillg pamll Gihhe J4 «“aoao callgage™
Jgo «nl aioad lo J4 anleg cliailmo «aganollll claca «cnle &l
capilll ethe cil «Giaulllaa cra dgha J4 Jila aliylg anig ayagi
eliapAa e alll Elljaa b ao ale capioll Alimill 14 lii
all amalioll aial <laci glapellgyaimll Gilhe cnombh oagiila4
Joelllaal cainalio capir Jlilw
aalanll hloll arihgll amyaclly sailmill JAlIj4mll oaal gi ciigay ig
dJoelllaa plailgjlaill 6aclmeoll a1 cnl ©24d jo Jalg ollelll ogleg
.enlgiall




7//

AT 50

m&uugmpsiygae;‘nsbém allaasll
ddyagis VI cibigmuallg cilia=ll oia culaitilag

abigenll p¢) ailadig aljiell 45 cload il dagdll douhholl (guuai ol
dayeollg plell laailiug alas Liall gl gdgole go (gitc 83d (ol
eestit (s (sle Iglay al guall sl
alaig (sinl) Jall Iglalig lgew gl ]
glunYig i d pads cagyallg alalsll payagi U go ol
sHd sl panlelg enluil phcl oJl
soell Jghb disleg pas sl pios (gulg (sof
slall oda ar Ml go @l (giwaiilg uilay cadg go (ol
dono cunll Ls\:\i s el w5l sl caisllg aclallg yilwall (odl
iinilw go (il gueil oa gdiloai gos euld ol call agyl (ol
wild go dehd b dagaa L5\.1:\IL|«J_|_II RN JRV.T CLiolg Lodla
~Aiwllg daapl pAa lgilaa .6l ea waanll Joal oau wiizon Jo ol
abdlell dldian




roadda
st (E-CRM) edlaall aa d83all g iSIY) 5I3Y1 50 Sl (M) dahall oda Cangs
Sig DA e @y phall Vil dwwie Cijh e dediall deddll aga acesd
0 dandll e Jyanl) dlgguy dilaial) (Jladl) b dbidial) dedl] saga Gl
e AR A V) BylaYls ol pad dagil) LS dnaal byl Jla b Al a3
eDlee aa lcssall lBle Cprantl Allad 8101 aad Cum ¢ adyl) yeanll (b oDlaall
Al Bae ey cbilaall 50U uuad (= L)Yy el 52L),
Ly el Gun Ll diagll meiall e Lade) duhall alaal 3da3 o) (e
Byl aladinly elldy Slgsed aiga o Sihall CV L) dussgal diayll dndeall G
e bl c¥lal dunge Clada 513 Ge Glgheal) ae Ailiay dac e (ginall Jalas
393 ) Wag Gun by st ) ddal) il <ol ¢ elaa¥) doalgll adlse
Glesd Jon sutall Claglaall i 6 Dlaall pe A8l Lo 7SN )30 sl 30
abagis eSlaadl ae delall ¢eDlaad) CVEY dlaia) dgle Joanll Jagusis dussial
il e dadiall daddl) Baga (e Cpenil) b dadine Jalsal) 238 palss Lagae ALl
s gall
elany) Jalgll adlse cDleall ae WDl dug KNI play) dalitall clald

e landl L.AJ ¢daaall EJ}; “ﬂ).u.u:\ﬂ e ;M\ & A b\dl c;il:\;:\:\blw\ c(&ﬂjm:ﬁ)




Summary:

This study aims to highlight the role of Electronic Customer Relationship

Management (E-CRM) in improving the quality of service provided by Algeria
Telecom corporation. This is done through the availability of service quality
determinants represented by communication, responsiveness, and ease of service
access. and courtesy. This study is conducted comes in light of the increasing
Importance of customer-centric culture and E-CRM in the digital age, as it is an
effective tool for improving institutions' relationships with their customers,
increasing sales and profits, improving operational efficiency, and gaining a
competitive advantage.
In order to achieve the study objectives, a descriptive-analytical approach was
employed. This involved an analytical study of the official page of Algeria
Telecom corporation on Facebook using a content analysis form supported by an
interview with the officials responsible for managing Algeria Telecom's pages on
social media. The results of the study confirmed its hypotheses, as we reached the
conclusion that there is a positive impact of electronic customer relationship
management in providing useful information about the institution's services and
making service easy to access, respond to customer concerns, interact with
customers and strengthening the relationship with them.These factors collectively
contribute to enhancing the overall quality of service provided by the institution.

Key words: Electronic Customer Relationship Management (E-CRM), Social
media (Facebook), Customer relationship management (CRM) strategies on
Facebook, Service quality, Customer satisfaction
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Engaging Your Customers ,McGraw-Hill/Osborne, Emeryville, CA , 2010, p30 .

3 Kotler P, Armstrong G, Le Nagard E , Lardinoit T, Principes de Marketing , 8eme Ed , Pearson education, Paris ,
2007 , p 40.
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2 Lee-Kelly.L, David.G. and Robi. M, E-CRM analytics: the role of data integration, Journal of Electronic
Commerce in Organisation, Vol1,N°3, 2003, p 241.

3Jerr.F, and Nicholas C,R, Electronic customer relationship management, M.E. Sharpe Inc., New York, 2006, p2.
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e elaa¥l Jualsill il Jaxi (Podcasts) cuslSasalls (Blogs) clisad) (e YIS
L osgaad) ) Jomall Sl Buss pa b Gla

bl e Al Ayl Ll e degene b e laal] dualsill Jilus sladaual
0o agiSer dpad) Gl peddicall 855 Cug adlgey Clindky JS8 e (580 L saleg
i) e delas) Gl ye Slaglaall ol B rinal) Juialy Ju] WD
Syl genall Laills Jelill dSHae duaie elaa¥) dualsll Jilay Caal
20l A5l g Ul et ial i8) A adlgall 038 i . eDlaalls

VAol 4y ) Claiall (o degana elinl) dalgill adlse Jad :Ld)p)
DTy Gilasleall ALy pand) agians ae Jeliilly dualsillh Cpesdivall e
2 o cluagdly W JE e pals Glan o adladl sda axind L ggiaally
i e Y B Caaly (ladiay radd lbles DA e e Sl elsu
ped illly LeDlee aa delil)l g lgalus lglesdd g il 8 Clawgall lgardins
o Ble dagii

t s WiaY) Jualsill adlga e sDlaadl a2 aBlall 3))

Slasdl ae A 513 5 elan¥) Jualsill ailse ye oDlaall ClBle 5y :ladlawal

A L (bagloiSilly dalailVl dasede Jae daaiilfin) o (Social CRM) e Laay)

1 Cambridge Online Dictionary, Social Media: SOCIAL MEDIA | English meaning - Cambridge Dictionary ,
consulted 30/01/2024, at09: 30 am.

2Appel . G, Grewal. L, Hadi & Stephen A. T, The future of social media in marketing. Journal of the Academy of
Marketing Science, VVol.48, N°1, 2020, p80.
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sate dad g Augla cDleld L Daad) baY (elaay) dealsll Jiluy il

Naslads Agise Jas A A Cpdhall

i Cim laall e A A fSY) 5O jshe o aas zisa & :Ldla)
el ae dealgill claa¥) dalgll adlse dawgall lgd axinwn dae dpaci)ic)
elis] Pla e a@WaddY Llaiully agee Jelilly Jolad leag dalae & 2gS)hdl
palin) Gaaly agr ADLall Bdagig daghi Caagy ellyy cladilly dilyll Je 2)lly (sginll
2N

:daddl) 3aga

Pl )ggent dacisall Ak julas o geaiall addl) (onyll g Lkl 141

o Aaaall 2QY1 gl Shyl and L) e dendl) Basa asgie ligl e :ladlaual
alalin) b DA e daeall slia)) e (Ko Al dnpall Lily Cdaaall Lgaats
il 4iladgig a3 )

dppgall sasall' oy cdasl) 535al (AFNOR) Lulaall Lo ydll dabiial) Casyed Lia ans
Hagiecall of dileal) clalin¥) Al e i) Ml cdesial) clerall

Lest o adxiy (ool laly (Al Basall () ady asede (o derdll Bass il
pgd dans cdacdl) Bagal daniiy 4S)) e 55 A dalsall ) ALYl dadiall deadl)
L)y eDlaall Limy (gubatiy calaly) Cpeent Jad (e lage Tyal 8ypeaiall daadll 3ga

1 ChanI. C, Fong. D. K. C, Law.R & Fong, L. H. N. State-of-the-art social customer relationship management. Asia

Pacific Journal of Tourism Research, Vol 23,N°5, 2018, p424.

2 Oxford Refrence,Service Quality: Service quality - Oxford Reference , consulted 30/01/2024, at 11: 30 am .

Aapa) e liall GISEN 3 Alae Aabys 1 el 2 sk 8 oadanil ledl) <)y Lastll Basn ol e A cuty e Alla 3
230m 2012 daug¥) Gl daala (Jlae¥) 53] pacads  piivale Al dllal) Ghsdd cusSl Gou b

“Laurent Granger, Définition de la qualit¢ de service et mesure (January 2024)https: //www.manager-

go.com/management-de-la-qualite/qualite-de-service.htmconsulted17/02/2024 , at 5: 14 pm
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Ol dad el b Wiy Ao sy sl dala B Aig sty ALY e By
re Sl sl G A laal ) Auhall e jlasale Alu) e desdally
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celyall dlsye col€ dpall Gan3ll dad o V) BN daball ST o ) )
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How social CRM and :(lgie <as 2023 Djihane malkiet al 4wl =
g.ds JBa (paa daalally ccustomer satisfaction affect customer loyalty
lal il jlas) ) duall 3 céaa :Spanish journal of Marketingdlsal
c0¢¥yy Daall Liay e (SCRM) elaaV) dualgll diley ne eDleall Glidle
Ol ol 8 Al Gl LYy sl mgidl e duhal) cidel
Sk @l Go ) e sy Bl OsShar Gl Gusilall sSladl e i 5
e edkeadl ABle 8yl dlead lgumjaty elaa¥) dualgll Jiluy Ogardiony Cilylus
o Ll Sy gt Hliul 340 ajsh ofald) 6 elaayl Jalsill Jilug
Laajl Jaseuglly dibal) alN ast ) duhal) ciliag dbsall QB ol 314
35 Bgpems eYslly elaa¥) dalgill Jiles yie Dleall Clle 50} G $leall
sle L dalall elaa¥) dalall Jilus e oleall GBle 5l lea iS40
famie Gl aafy codlaall J8 e Lladiad elaa¥) dualgall Jiluy S
ASRd) Al 3l delally oDlaad) oyl (uwad

ol @i 2011 <Alhaiou  Almohamed Talhat 4wy =

The relationship between electronic CRM features and loyalty: the case in
the United Kingdom.

cia tJleedd Jaign daaly B Lalail ol giSall Balgd Ji clibie Gada daddally
Cilide 3 Dlaall aa Al 439 pSIY) 5))0Y) Gailiad (a A8l dulyy ) Ayl oa
la iy (ehall ans Lo Aayag cohydll dlaje colydll J Alaje) el cDlabaall 5)50 Jalye
5o) Jalye cibise 8 o) iGs Lo oDlaad) oYy it Gleg edlaall Ly e

sle bl 380 muys ais csaniall ASLaall b duglall Catlsgll ClSyh aBlgall Al
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Slo iYL pacasall s duhy cadli A ol ans ol cclga¥y mgiall Lal o -
o gaad dadial 44llat Ay

:lyl':ﬁ\ :\.:uli.d\ 8-1

:(The dialogic communication Theory )S)lgadl Juaiy) Z_yh.'

e O A cMartin Buberd "culy W' Sasdl (aill e Jlsall iy &yl allan

e OB i le el Laald Ga ) fgyme) ol oudlal) Al il

Alaa¥l s o g olady) el adls of Sy A sl Gy L (1958) ksl

By . Jelill dulu¥) Glllad) e cpAY) Jedy ColEll aad AV addll bl
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LY e Llially ik cuml) B e i Wk Bl Gliall) s, (2002

asgial L) toaball Ao giinn AN Aplsall toaball U] 8 layoganASHAN
dleall

(Dialogue Theory in dalal) GlEMall & Jlsad) 40 (AT Cilianty do)kill 838 Cajyed

ooyl Al Jlasy) ) dplaill sda s (gylsall JLaiy) judug Public Relations )
Gl me e e Y Jleall DA e Bl sy o 555 b yseans ducesall oo
Doy JLatWU duansgall ol Jiny Jlsall aggha o e aphaill asiiy (Jlad¥) 3y
Dl e dagie GBle Gl o dend (s agre Lliadll Calide dddlieg ala)
e delill Baxins (1585 ) Camg Slesasgal) ) e Lpkail) o3a 559 cAaliadll (ol

2Ald g daley dalaia Jlai) g oli) G yns LBMNAT) aas la)sgas
Ele o oy @ylsad) Lgalill aexi o) cilabaiall (Ko ail Kent & Taylorce JS sy
Glsall Juai¥) Ak agiig ccuifil) A< Lgaal (e Jleadl Jiluy DA (e lapsalens
st i kit iyl e claghed) i e clabaiall juaiin ¥ o) e cagmy) e
2018 i Sommerfeldt and YangaSls . yaleally 381 ae Zalaally delil) Ll lgie
bl cdiallyg el b iyl JS Wl A Callsally oY) Glad) B oaign Jlsall o
e adVly i) Clgainly seeall mas dulsall dalal of 1) Kent & Taylor
oo JS Cae Mg dSLaally Caglaally LAY e o)l dajill agl mm Ll celld
Glabiial g saiee Jeldd 4l ) (5)lsal) Jlai¥) Pardo Kuklinski&Capriotti

ailly ¥y Cilidailly Claglaal) Joliiy rands (lg ey Slsdl aladiuly b e less

'AkinciVural.Z. B, Coskun Degirmen. G &Univar, Social Media as a Dialogical Communication Tool: Izmir
Metropolitan Municipality Example. Online Journal of Communication and Media Technologies, Vol 12, N°1,
2022, p3.

dadie dag i gganll (s Luadl) Bgual) by B elan¥] Jealsil) adlgal Loba@] dusngall Cilaladin) dliaig Glal?
52 (= 2022 (Jlaily DeV) asle 8 o)yl 5algd U ililiia (yana
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(ealual) 0la d'.'m'.'\:\j P CAU\ J\);J\ (8:eal g LQ‘):”J::\) LQM - 3.:1‘53 SlEdle gLJ.ul

:2%9
Ll dals <& :(Create a Dialogic loop) 4ulgadl clMall elddly Jolil)
Cun egaally A5A Gu @leal)l JladU DUad) dbis (Feedback loop)ias))l
e pa¥ls ALY 2hg stV jsganll ety jsgenl I cilasladll iy mass
Taall 138 alasi L aglSling agihlutiuly agilin] o LAY dawgell mau gl el
(Al ahlusin) o 3l pabie el guine dwagal) Jig ol s o Jad IS8
O i) e Wil e (@les Jlall eli) B e ) Glaagall e 4l LS
O oSe dus dlld e agys o) o Jlat¥) b Chlea gy Gaine palidl
Chleall agadl Gl (81 Ag SN pBlgal) ppenal A Lid (pdgine slac¥) sWia (6
OsS O e iy bl (Ao Hlly lalaial dallass jsgandl e coslasll a3l

s dall dlis raagiy YN e B oyt adsal) e Gsaildll gliacY)

ICapriotti.P, Zeler. | & Camilleri M.A, Corporate communication through social networks: The identification of the
key dimensions for dialogic communication. In Camilleri, M.A. (Ed.) Strategic Corporate Communication in the
Digital Age, Emerald, Bingley, UK, 2020, p4.

2AkinciVural Z. B, Coskun Degirmen.G, &Uniivar, Social Media as a Dialogical Communication Tool: Izmir
Metropolitan Municipality Example, op cit , p 3-4.
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ICapriotti. P, Zeler. | & Camilleri. M.A. Corporate communication through social networks: The identification of
the key dimensions for dialogic communication, op cit, p4.
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