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Summary:

The purpose of this study is to recognise the role of information technology in
the management of the relationship between the client. Due to the information
technology developments it's make a possibility of dealing with the information
of customers in chape of a software applications to the relationship of the client
with the information and to be more aware and to understand clearly their
desires in order to achieve a reasonable and topical results, we gether all the
information using a questionnaires and we enter it into spss system so this make
us reach a results that help us to solve this issue.

Key words:
- Information technology, Customer relationship management.
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Item-Total Statistics

Ol o @b ST (Lo S W) Jolaad) Ol gy 1(2 — 2) o3y Jaubr

Scale Mean if | Scale Variance if | Corrected Item- | Cronbach's Alpha

Item Deleted Item Deleted Total Correlation | if Item Deleted
TIC1 36.30 66.048 .801 .897
TIC2 36.32 66.281 713 .899
TIC3 36.30 65.215 .831 .896
TIC4 36.32 66.392 736 .899
TIC5 36.49 65.535 752 .898
TIC6 36.30 68.326 .587 904
TIC7 36.51 66.812 .661 901
TICS8 36.54 67.811 568 904
TIC9 36.57 68.197 595 1903
TIC10 36.57 71.697 352 911
TIC11 36.49 66.479 .681 901
TIC12 36.46 72.589 .260 914
TIC13 36.46 68.700 .539 905
TIC14 36.27 69.536 .550 905
TIC15 36.38 73.353 .229 914
TIC16 36.30 68.381 611 903

Item-Total Statistics

Scale Mean if | Scale Variance if | Corrected Item- | Cronbach's Alpha

Item Deleted Item Deleted Total Correlation | if Item Deleted
CL1 32.81 35.704 719 866
CL2 32.75 36.536 .681 .868
CL3 32.72 36.206 743 .866
CL4 32.81 35.875 .650 .868
CL5 33.31 36.504 442 .880
CL6 33.00 35.829 566 872
CL7 32.83 35.857 .645 .868
CL8 32.97 35.856 594 .871
CL9 33.00 38.286 371 .881
CL10 32.94 37.368 484 .876
CL11 33.14 39.437 191 .891
CL12 33.08 35.621 595 871
CL13 32.92 36.993 466 877
CL14 32.86 35.209 721 .865
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Std.
N Mean Deviation
SEX 37 1,57 ,502
AGE 37 1,68 747
EDUC 37 2,49 ,651
EXPERIENCE 37 1,68 ,818

SPSS w2 e el slas] e ezl

oo e (Y1) Bl oy Bl () S ol W J g G 2 i) o

2 o Ball ) S iy (4 = 2) 0By Jgur

Valid Cumulative
Freguency Percent Percent Percent
Masculin 16 43,2 43,2 43,2
Feminin 21 56,8 56,8 100,0
Total 37 100,0 100,0
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L\

B Masculin

H Feminin
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SEX

SPSS sz s aJlall slas] e 1 gzl

0 43,2 sy (S iy %0 56,8 asy S0 ¥ ST 0T solldl Jaadt e a3

D) e ial) (LS ) QU Jgdl (el e —

ol o Bl el 3ot () SV pigdl e 15 = 2) 0By Jyax

Valid Cumulative
Frequency Percent Percent Percent
moins de 30 ans 18 48,6 48,6 48,6
30 - 40 ans 13 35,1 35,1 83,8
pus de 40 ans 6 16,2 16,2 100,0
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AGE

16%
H moins de 30 ans
|
m30-40ans
@ pusde 40 ans

SPSS sz s aJlall slas] e 1 ydeaad!

) e Bl 1SS g e (4= 2) o3y S

AGE

S0

40

AGE

SPSS w2 e el slias] e ezl

o e %0 48,6 s 1w 30 a Bl sV a1 Ad) OF ) Jgad) a ol
2016,2 a1 40 e STl % 35,1 aesy 1 40— 30

o) gl o W llally o) S U J b e 1 gobadl S el o —



a3y 9— dhaxd\y :\ijégﬂ\ &8 z\ff.’b > dulys

.go..,lej\ L;j:-m.‘\ " il é)b@\ @)}‘J\ (6 - 2) (.3) Jj'\'?

‘;std\ J.,aéj\

Valid Cumulative
Frequency Percent Percent Percent
PRIMAIRE/MOYEN 3 8,1 8,1 8,1
LYCEE 13 35,1 351 43,2
UNIVERSITAIRE 21 56,8 56,8 100,0

o) gl o il 1SS B gy (5 —2) By S

SPSS sz e adlall slas] e 1yl
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Valid Cumulative
Frequency Percent Percent Percent
Moins de 5 ans 20 54,1 54,1 54,1
5-10 ans 9 24,3 24,3 78,4
plus de 10 ans 8 21,6 21,6 100,0
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S gial | Gil_ady) .
g.)l.un.“ éJl,.w.d\ Y
VARIABLES O yla! vean | 5% | ORDER | <
. S o 3 e sl el el | 254 803 2 5a
T1c2 Gaslall JUis) aes Lglonaal gl oS S5l Jgs 2,51 ,870 6 o e
13 gl B3y 385 Uloned 1 52 L o | 2,54 836 3 5a
Tica s Yly kil Wpgons Lpntoniod g sl alnl) oo 2,51 837 7 e
T1CS Wl By bl ol S [ 2,35 889 11 5a
TICE s sal) el S Al el 0 pazad 2,54 ,836 4 83)“
ey 5 Aol AiSen Slughas il ods Jpas | 2,32 884 13 Lo sia
Hes LiaSY sl 3 Jlanl o Slilly Sl Jolsf | 2,30 1909 14 L sie
Heo s Kty o JLSY Boian s 8 5 Jomid | 2,27 838 15 Lo sia
I 8 el Spgai galy St Slashes oo 2381 3 el 227 804 16 Lo sia
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i Slloll gy Bl o oY) Sl o o5 ol Rls | 2,35 889 12 &
T1c12 Sl by ol o bladl 2 2,5 s e il [ 2,38 861 9 &
TIC13 Sratons kot By gl gl pliiz] e ) 2,38 ,861 10 &
Tic14 S8 eV B39 o U] (3% Bgrl) el plisiaa) o oy 2,57 ,765 1 @3_}‘“
TIC15 Gyl el IVt r Lt izl B IS e il 2,46 ,803 8 &
TIC16 gl gl contoi] O st Sty o sl | 2,54 803 5 &
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RER] VARIABLES O yla! Mean | v | ORDER
PN PCH PR PR NN U WV FE T SOSON &
. 2,68 ,669
CcL1 NPl 2R ng Jles 3
S s Gty I Lo 55 &
< . olaad 5 ot e 2 Lo oS (L
; CL2 A 2eaall 2
C1 Dﬁ}.‘\cﬁ&.ﬁw\ - — - — —
JL e Sl asly (._ALWJ Lozl 55! lemPal
2,76 ,597
CL3 AL adell sl 1
HPEURCR PP PUNWCE IRECI R PRRN &y
. 2,68 ,709
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alall Lo g2l 2,71 0,645 - e
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alall Lo 52l 2,42 0,8 e
SPSS sz s aJlall slas] e 1 ezl
s UL BB 5T Jg Dylmal) S8 pulg daleod) Slawgzal) e 1(12-2) o3y Jgur
.Oﬁj\ & K| 3)‘.31
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Model Summary

Adjusted R Std. Error of the
Model R R Square Square Estimate
1 .258° .067 .040 55232

a. Predictors: (Constant), NTIC
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ANOVA?®
Model Sum of Squares | df Mean Square F Sig.
1 Regression 762 1 762 2.499 123"
Residual 10.677 35 .305
Total 11.439 36

a. Dependent Variable: c1
b. Predictors: (Constant), NTIC
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Model Summary

Adjusted R | Std. Error of the
Model |R R Square Square Estimate
1 .223% .050 .023 .59984

a. Predictors: (Constant), NTIC
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ANOVA?
Model Sum of Squares | Df Mean Square F Sig.
1 Regression | .662 1 662 1.840 .184°
Residual 12.593 35 .360
Total 13.255 36

a. Dependent Variable: ¢c2
b. Predictors: (Constant), NTIC
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Model Summary

Adjusted R | Std. Error of the
Model |R R Square Square Estimate
1 .270% .073 .046 .54977

a. Predictors: (Constant), NTIC
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ANOVA?®
Model Sum of Squares | df Mean Square F Sig.
1 Regression .833 1 .833 2.755 .106°
Residual 10.579 35 .302
Total 11.411 36

a. Dependent Variable: ¢3
b. Predictors: (Constant), NTIC
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Model Summary

Adjusted R | Std. Error of the
Model |R R Square Square Estimate
1 4942 .244 222 49174

a. Predictors: (Constant), NTIC
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Coefficients?

Jlasy)

Unstandardized Coefficients

Standardized

Coefficients

Collinearity Statistics

Model B Std. Error Beta T Sig. Tolerance VIF
1 (Constant) 1.243 371 3.347 .002
NTIC .501 .149 494 3.358 .002 1.000 1.000

a. Dependent Variable: c4
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ANOVA?
Model Sum of Squares | Df Mean Square F Sig.
1 Regression 2.726 1 2.726 11.274 .002°
Residual 8.463 35 .242
Total 11.189 36

a. Dependent Variable: c4
b. Predictors: (Constant), NTIC
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Model Summary

Adjusted R | Std. Error of the
Model | R R Square Square Estimate
1 .383° 147 .123 43275

a. Predictors: (Constant), NTIC
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P tily
Coefficients®
Standardized
Unstandardized Coefficients Coefficients Collinearity Statistics
Model B Std. Error Beta T Sig. Tolerance VIF
1 (Constant) 1.730 327 5.294 .000
NTIC .323 XZl .383 2.455 .019 1.000 1.000

\

a. Dependent Variable: C
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ANOVA?®
Model Sum of Squares | df Mean Square F Sig.
1 Regression | 1.129 1 1.129 6.029 .019°
Residual 6.554 35 .187
Total 7.683 36

a. Dependent Variable: C
b. Predictors: (Constant), NTIC
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Reliability Statistics

Cronbach's
Alpha N of Items
912 30
Std.
N Mean Deviation
SEX 37 1,57 502
AGE 37 1,68 147
EDUC 37 2,49 ,651
EXPERIENCE 37 1,68 818
Model Summary
Adjusted R Std. Error of the
Model R R Square Square Estimate
1 .258° .067 .040 .55232

a. Predictors: (Constant), NTIC

ANOVA?
Model Sum of Squares | df Mean Square F Sig.
1 Regression 762 1 762 2.499 123"
Residual 10.677 35 .305
Total 11.439 36
a. Dependent Variable: c1
b. Predictors: (Constant), NTIC
Model Summary
Adjusted R | Std. Error of the
Model |R R Square Square Estimate
1 .223° .050 .023 .59984

a. Predictors: (Constant), NTIC
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ANOVA?*
Model Sum of Squares | Df Mean Square F Sig.
1 Regression .662 1 .662 1.840 .184°
Residual 12.593 35 .360
Total 13.255 36
a. Dependent Variable: c2
b. Predictors: (Constant), NTIC
Model Summary
Adjusted R | Std. Error of the
Model |R R Square Square Estimate
1 2702 .073 .046 54977
a. Predictors: (Constant), NTIC
ANOVA?®
Model Sum of Squares | df Mean Square F Sig.
1 Regression .833 1 .833 2.755 106"
Residual 10.579 35 .302
Total 11.411 36
a. Dependent Variable: c3
b. Predictors: (Constant), NTIC
Model Summary
Adjusted Std. Error of the
Model |R R Square Square Estimate
1 4942 244 222 49174
a. Predictors: (Constant), NTIC
Coefficients®
Standardized
Unstandardized Coefficients Coefficients Collinearity Statistics
Model B Std. Error Beta T Sig. Tolerance VIF
1 (Constant) 1.243 371 3.347 .002
NTIC .501 .149 494 3.358 .002 1.000 1.000

a. Dependent Variable: c4
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ANOVA®
Model Sum of Squares | Df Mean Square F Sig.
1 Regression 2.726 1 2.726 11.274 .002°
Residual 8.463 35 242
Total 11.189 36
a. Dependent Variable: c4
b. Predictors: (Constant), NTIC
Model Summary
Adjusted R [ Std. Error of the
Model | R R Square Square Estimate
1 .383° 147 123 43275
a. Predictors: (Constant), NTIC
Coefficients®
Standardized
Unstandardized Coefficients Coefficients Collinearity Statistics
Model B Std. Error Beta T Sig. Tolerance VIF
1 (Constant) 1.730 .327 5.294 .000
NTIC .323 131 .383 2.455 .019 1.000 1.000
a. Dependent Variable: C
!
ANOVA?®
Model Sum of Squares | df Mean Square F Sig.
1 Regression 1.129 1 1.129 6.029 .019°
Residual 6.554 35 .187
Total 7.683 36
a. Dependent Variable: C
b. Predictors: (Constant), NTIC
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