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Abstract

This study aims to explore the impact of (E-CRM) improving customer relationship
management, through an analysis of the case of Algeria Post in the city of Tebessa. The focus
was placed on key digital tools used by the institution, such as electronic applications,
electronic payment services, and the official website, and how these tools contribute to
enhancing communication with customers and delivering higher quality services.

To achieve the study’s objectives, the descriptive-analytical method was adopted. Data
was collected through a questionnaire distributed to a sample of 46 employees of Algeria Post
— Tebessa —.

The results were analyzed and hypotheses tested using the SPSS software.

The findings revealed that digitization plays a positive role in improving customer
relationship management by accelerating service delivery, facilitating access to information,
and increasing customer satisfaction, despite some challenges related to training and the lack
of certain technical resources.

Keywords: Digitization, Customer Relationship Management, Customer Satisfaction, Digital
Services, Algeria Post.
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Gadkal)

4dlal) dae) (e SPSS zaliy cilajia 13 28 (Galall

Tests of Normality

Shapiro-Wilk
1 2 933 46 157
2 2l .965 46 .186
Correlations
1 2l 2l AN ds )l

1 2=l Pearson 1 814 .950™

Correlation

Sig. (2-tailed) <.001 <.001

N 46 46 46
PR Pearson 814 1 .955™

Correlation

Sig. (2-tailed) <.001 <.001

N 46 46 46
J Zs i Pearson .950™ .955™ 1
4 Correlation

Sig. (2-tailed) <.001 <.001

N 46 46 46

**_Correlation is significant at the 0.01 level (2-tailed).
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Reliability Statistics

Cronbach's
Alpha N of Items
937 25

Reliability Statistics

Cronbach's
Alpha N of Items
973 40

Reliability Statistics

Cronbach's
Alpha N of Items
978 65

@)
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Model Summary

Adjusted R Std. Error of
Model R R Square Square the Estimate
1 8142 663 .655 461
a. Predictors: (Constant), 1 2=l
ANOVA?
Sum of Mean
Model Squares Df Square F Sig.
1 Regressio 18.358 1 18.358 86.568 <.001P
n
Residual 9.331 44 212
Total 27.689 45
a. Dependent Variable: 2 2=l
b. Predictors: (Constant), 1 2=l
Coefficients?
Unstandardized Standardized
Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 415 284 1.461 151
1 2l .851 091 814 9.304 <.001

a. Dependent Variable: 22
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Model Summary

Adjusted R Std. Error of
Model R R Square Square the Estimate
1 7282 530 519 .544
a. Predictors: (Constant), <2laxdl 55 3¢ !
ANOVA?
Sum of Mean
Model Squares Df Square F Sig.
1 Regressio 14.670 1 14.670 49.581 <.001°
n
Residual 13.019 44 .296
Total 27.689 45
a. Dependent Variable: 22!
b. Predictors: (Constant), <haxall 53 j¢a¥)
Coefficients?
Unstandardized Standardized
Coefficients Coefficients
Model B Std. Error Beta Sig.
1 (Constant) .882 .308 2.859 .006
5562y 646 092 728 7.041 <.001
Gilazall

a. Dependent Variable: 2 2!
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Model Summary

Adjusted R Std. Error of
Model R R Square Square the Estimate
1 .6682 A47 434 .590
a. Predictors: (Constant), <lbas
ANOVA?
Sum of Mean
Model Squares Df Square F Sig.
1 Regressio 12.365 1 12.365 35.507 <.001°
n
Residual 15.323 44 .348
Total 27.689 45
a. Dependent Variable: 2 2=l
b. Predictors: (Constant), <l sl
Coefficients?
Unstandardized Standardized
Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 1.122 323 3.471 .001
Sl 629 105 .668 5.959 <.001

a. Dependent Variable: 22
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Model Summary

Adjusted R Std. Error of
Model R R Square Square the Estimate
1 6572 431 418 .598
a. Predictors: (Constant), 4 ) 44 ,Y)
ANOVA?
Sum of Mean

Model Squares Df Square F Sig.
1 Regressio 11.944 1 11.944 33.381 <.001°

n

Residual 15.744 44 .358

Total 27.689 45
a. Dependent Variable: 22!
b. Predictors: (Constant), 4 )} 4ai ;Y
Coefficients?

Unstandardized Standardized
Coefficients Coefficients

Model B Std. Error Beta t Sig.
1 (Constant) 707 403 1.756 .086

SR 682 118 657 5.778 <.001

i )l

a. Dependent Variable: 2 2!
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Model Summary

Adjusted R Std. Error of
Model R R Square Square the Estimate
1 7202 519 .508 .550
a. Predictors: (Constant), <¥lai¥) alas
ANOVA?
Sum of Mean

Model Squares Df Square F Sig.
1 Regressio 14.360 1 14.360 47.406 <.001°

n

Residual 13.328 44 .303

Total 27.689 45
a. Dependent Variable: 2 2=l
b. Predictors: (Constant), <¥laiy) alas
Coefficients?

Unstandardized Standardized
Coefficients Coefficients

Model B Std. Error Beta t Sig.
1 (Constant) 1.212 .269 4.504 <.001

pla 625 091 .720 6.885 <.001

YLy

a. Dependent Variable: 2 2!
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Model Summary

Adjusted R Std. Error of
Model R R Square Square the Estimate
1 .6812 463 451 581
a. Predictors: (Constant), 2 V!
ANOVA?
Sum of Mean
Model Squares Df Square F Sig.
1 Regressio 12.833 1 12.833 38.011 <.001°
n
Residual 14.855 44 .338
Total 27.689 45
a. Dependent Variable: 2 2=l
b. Predictors: (Constant), 31_s¥!
Coefficients?
Unstandardized Standardized
Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 1.586 241 6.570 <.001
3AY) 513 .083 681 6.165 <.001

a. Dependent Variable: 2 2!

SPSS cila i aladialy Audlal) dlae) (e : jlaal)
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