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The application of customer relationship management in doctors' offices
in the city of Ouargla from the customer’s point of view
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Abstract:

This study aims to know the reality of the application of customer relationship management in the
offices of doctors in the city of Ouargla from the point of view of the customer - the patients -, where
the survey was conducted in the city of Ouargla on 76 general practitioner offices, doctors and
specialists using the questionnaire, which included different aspects of the reality of the application of
customer relationship management such as Quality of service, communication and complaints
resolution The data were analyzed using SPSS version 25, weighted averages and standard deviations
were calculated to analyze the collected data. The most important results revealed a mixed level of the
reality of the application of customer relationship management. Customers rated service
responsiveness and confidentiality of information relatively well, but they indicated that there are
significant gaps in handling complaints, solving problems, and quality of online information. Patients
should also be contacted after providing service and maintaining a relationship with them. The study
highlighted the need to strengthen and improve these aspects, and thus provide a guide for doctors'
offices in the city of Ouargla and enhance the reality of applying the relationship management with
their clients.

Keywords: Customer relationship management; Doctors offices; customer.

JEL Classification Codes : D83, L11, D12.
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