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Abstract

This study aimed to identify the role of the relationship with the customer in forming
the mental image of the customers of the Aziz Royal Hotel in Bourgla. The study was
determined by an independent variable, which is managing the relationship with the customer
in its five dimensions: customer acquisition, customer retention, customer loyalty, customer
databases, customer value, And its relationship to the dependent variable, mental image. To
achieve the objectives of the study, an questionnaire form was prepared to collect data from
the targeted sample, and the statistical package program SPSS was used to analyze the data
and test the study hypotheses. The study reached a set of results, the most important of which
is: There is a high level of application of customer relationship management at the Al Aziz
Royal Hotel. I also found that there is a statistically significant relationship between the
application of customer relationship management and the formation of the mental image of
the hotel, and also that there are statistically significant differences in the mental image among
the sample members. This is due to their demographic variables.

Keywords: customer relationship management. Mental image, customer acquisition,
customer retention, customer loyalty, customer databases, customer value.
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Récapitulatif de traitement des observations

N %
Valide 97 100,0
Observations Exclus? 0 0,
Total 97 100,0

a. Suppression par liste basée sur toutes les variables de

la procédure.

Statistiques de fiabilité

Alpha de Nombre
Cronbach d'éléments
993, 33
Statistiques descriptives
N Minimum Maximum Moyenne Ecart type

1o 97 1,00 3,00 2,4433 66095,
20 97 1,00 3,00 2,8351 42526,
3 97 1,00 3,00 2,6186 61987,
40 97 1,00 3,00 2,7526 52104,
50 97 1,00 3,00 2,7216 51523,
6 97 1,00 3,00 2,7010 56208,
T 97 1,00 3,00 2,3608 59836,
8u» 97 1,00 3,00 2,6289 56494,
9o 97 1,00 3,00 2,8763 41477,
100+ 97 1,00 3,00 2,7835 50470,
110 97 1,00 3,00 2,6598 59313,
120+ 97 1,00 3,00 2,7938 49871,
130 97 1,00 3,00 2,3814 72806,
140+ 97 1,00 3,00 2,6598 59313,
150+ 97 1,00 3,00 2,5361 64649,
160+ 97 1,00 3,00 2,6186 60283,
1705 97 1,00 3,00 2,4227 74771,
180 97 1,00 3,00 2,8041 49243,
190+ 97 1,00 3,00 2,5052 63120,
200 97 1,00 3,00 2,7216 53507,
210 97 1,00 3,00 2,7835 48362,
220 97 1,00 3,00 2,5052 69408,
230 97 1,00 3,00 2,4021 74526,
24 97 1,00 3,00 2,7629 53567,
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1o 97 1,00 3,00 2,5670 69082,
2< 97 1,00 3,00 2,7526 52104,
3w 97 1,00 3,00 2,5052 63120,
4o 97 1,00 3,00 2,8351 44908,
5. 97 1,00 3,00 2,7629 49525,
6= 97 1,00 3,00 2,6907 54698,
7< 97 1,00 3,00 2,6495 61307,
8- 97 1,00 3,00 2,5258 59674,
9= 97 1,00 3,00 2,7526 50064,
2 s 94 9,00 27,00 24,0957 3,82428
1 50 88 24,00 72,00 63,3864 9,79260
N valide (listwise) 85
Corrélations
2 3 1 el

Corrélation de Pearson 1 895,
2_s3»)  Sig. (bilatérale) 000,

N 94 85

Corrélation de Pearson 7895, 1
1 o5 Sig. (bilatérale) 000,

N 85 88
VAR00001

Somme des ddl Moyenne des F Signification
carrés carrés
Inter-groupes 648,053 13 1 648,053 13 87,187 000,
Intra-groupes 871,040 14 95 156,537
Total 519,093 28 96
** | a corrélation est significative au niveau 0.01 (bilatéral).
dad
Effectifs Pourcentage Pourcentage
valide

oS 41 42,3 42,3
Valide i 56 57,7 57,7

Total 97 100,0 100,0

andl
Effectifs Pourcentage Po

4,30 120 oe 65 67,0 67,0
Valide

40 31 28 28,9 28,9




.50 N 41 o 4 4,1 4,1
Total 97 100,0 100,0
a5 gl
Effectifs Pourcentage Pourcent
valide
S5 16 16,5 16,5
EERIEN 66 68,0 68,0
Valide
Lle il o 15 15,5 15,5
Total 97 100,0 100,0
iy e
Effectifs Pourcentage Pourcenta
valide
1 40 41,2 41,2
2 20 20,6 20,6
Valide 3 11 11,3 11,3
3 0e S 26 26,8 26,8
Total 97 100,0 100,0
Apudad)
Effectifs Pourcentage Pourcentage
valide
Valide s 97 100,0 100,0
delaayl A
Effectifs Pourcentage Pourcentage
valide
T 33 34,0 34,0
Valide — <el 64 66,0 66,0
Total 97 100,0 100,0

Récapitulatif des modéles®
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Modéele R-deux R-deux ajusté Erreur stands
de I'estimatic

1 8952, 801, 799, 4,44028

2_+3) a. Valeurs prédites : (constantes)

1_¢Jall: b. Variable dépendante

Somme des ddl Moyenne d
carrés carrés

Inter-groupes 648,053 13 1 648,053 13

Intra-groupes 871,040 14 95 156,537

Total 519,093 28 96
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Salle de réunion
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