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Summray

This study aimed to identify the role of customer relationship management in improving the mental image
of the customers of Air Algerie corporgtion in Quargla. The study was determined by an independent
variable, which is customer relationship management( customer acquisition, customer retention, customer
loyalty, customer databases and customer value), and its relationship to the dependent variable, which is
the mental image. To achieve the objectives of the study, a questionnaire was prepared in order to collect
data from the targeted sample, and the SPSS statistical package program was used to analyze the data and
test the hypotheses of the study. The study reached a set of results, the most important of which is that
there is a high level of application of relationship management with customers at Air Algeria, and the study
also found that there is a statistically significant correlation between the application of customer
relationship management and improving the mental image of the company, and also There are statistically
significant differences in the mental image of the sample members due to their gender, while there are no
statistically significant differences in the mental image of the sample members due to the rest of their
demographic variables (age, academic level, occupation, income).

Keywords: customer relationship management, mental image, customer acquisition, customer retention,
customer loyalty, customer databases, customer value
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Case Processing Summary

N %
Cases Valid 102 100,0
Excluded? 0 ,0
Total 102 100,0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's
Alpha N of Items
,833 29
St 18 1al) sy il -
Correlations
MMM1 MMM?2 MMM3 MMMMM2

MMM1 Pearson Correlation 1 ,350™ ,520™ 746"
Sig. (2-tailed) ,000 ,000 ,000
N 102 102 102 102

MMM2 Pearson Correlation ,350" 1 ,550" ,800™
Sig. (2-tailed) ,000 ,000 ,000
N 102 102 102 102

MMM3 Pearson Correlation ,520™ ,550™ 1 ,868™
Sig. (2-tailed) ,000 ,000 ,000

N 102 102 102 102




Gadkal

MMMMM2  Pearson Correlation 746™ ,800™ ,868™ 1
Sig. (2-tailed) ,000 ,000 ,000
N 102 102 102 102

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

Correlations
MMMMML1 ~ MMMMM2 TTTT

MMMMM1 Pearson Correlation 1 ,158 ,740"
Sig. (2-tailed) 114 ,000
N 102 102 102

MMMMMZ2  Pearson Correlation ,158 1 ,780™
Sig. (2-tailed) 114 ,000
N 102 102 102

TTTT Pearson Correlation 740 ,780™ 1
Sig. (2-tailed) ,000 ,000
N 102 102 102

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

Correlations

XXXX1 XXXX2 XXXX3 XXXX4 XXXX5 MMMMM1
XXXX1 Pearson Correlation 1 ,100 ,019 ,072 ,072 ,302™
Sig. (2-tailed) ;318 848 471 471 ,002
N 102 102 102 102 102 102
XXXX2 Pearson Correlation ,100 1 ,621" ,368™ ,368™ 672"
Sig. (2-tailed) 318 ,000 ,000 ,000 ,000
N 102 102 102 102 102 102
XXXX3 Pearson Correlation ,019 ,621™ 1 674 674 ,844™
Sig. (2-tailed) 848 ,000 ,000 ,000 ,000
N 102 102 102 102 102 102
XXXX4 Pearson Correlation ,072 ,368" 674" 1 1,000™ ,886™
Sig. (2-tailed) 471 ,000 ,000 ,000 ,000
N 102 102 102 102 102 102
XXXX5 Pearson Correlation ,072 ,368™ 674 1,000™ 1 752
Sig. (2-tailed) 471 ,000 ,000 ,000 ,000
N 102 102 102 102 102 102
MMMMM1  Pearson Correlation ,302" ,672" ,844™ ,886" , 752" 1
Sig. (2-tailed) ,002 ,000 ,000 ,000 ,000
N 102 102 102 102 102 102




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

Al Al e oy 58 sl il -

Losiad)
Cumulative
Frequency Percent Valid Percent Percent
Valid 1,00 48 47,1 47,1 47,1
2,00 54 52,9 52,9 100,0
Total 102 100,0 100,0
2l A, (5 gianal)
Cumulative
Frequency Percent Valid Percent Percent
Valid 1,00 23 22,5 22,5 22,5
2,00 58 56,9 56,9 79,4
3,00 15 14,7 14,7 94,1
4,00 6 5,9 5,9 100,0
Total 102 100,0 100,0
3Bl gl (5 giuall
Cumulative
Frequency Percent Valid Percent Percent
Valid 1,00 33 32,4 32,4 32,4
2,00 19 18,6 18,6 51,0
3,00 20 19,6 19,6 70,6
4,00 4 3,9 3,9 74,5
5,00 26 25,5 25,5 100,0
Total 102 100,0 100,0

A8 Al &) g



Cumulative
Frequency Percent Valid Percent Percent
Valid 1,00 38 37,3 37,3 37,3
2,00 38 37,3 37,3 74,5
3,00 26 25,5 25,5 100,0
Total 102 100,0 100,0
greill
Cumulative
Frequency Percent Valid Percent Percent
Valid 1,00 23 22,5 22,5 22,5
2,00 47 46,1 46,1 68,6
3,00 32 31,4 31,4 100,0
Total 102 100,0 100,0
JAAl
Cumulative
Frequency Percent Valid Percent Percent
Valid 1,00 12 11,8 11,8 11,8
2,00 18 17,6 17,6 29,4
3,00 29 28,4 28,4 57,8
4,00 43 42,2 42,2 100,0
Total 102 100,0 100,0
Al die URY Alall olaiY) il —
Descriptive Statistics
N Mean Std. Deviation
R1 102 2,4314 AT727
R2 102 2,2843 ,80071
R3 102 2,0980 ,81459
R4 102 2,1275 ,89743
XXXX1 102 2,2353 ,54933
R5 102 2,2647 ,83163
R6 102 2,1569 , (4122



R7 102 2,1373 , 73173
R8 102 2,1373 ,80885
XXXX2 102 2,1675 ,54696
R9 102 2,1765 ,78868
R10 102 2,3039 ,78082
R11 102 2,0882 , 75914
R12 102 2,1569 ,80524
XXXX3 102 2,1781 ,60219
R13 102 2,3627 , 75504
R14 102 2,3627 , 79340
R15 102 2,3431 , 76424
R16 102 2,3922 , 75984
XXXX4 102 2,3652 ,60594
R17 102 27452, 78416,
R18 102 25692, 78236,
R19 102 24732, 71194,
R20 102 39572, 73654,
XXXX5 102 38412, 79384,

Valid N (listwise) 102

Descriptive Statistics

N Mean Std. Deviation
R21 102 2,2745 ,83437
R22 102 2,1961 ,78399
R23 102 2,3922 ,69163
MMMM1 102 2,2696 ,49810
R24 102 2,4528 , 75788
R25 102 2,2365 , 78315
R26 102 2,1253 , 75361
MMMM2 102 58932, ,69315

Valid N (listwise) 102

SV Al L) an -

Tests of Normality
Kolmogorov-Smirnov? Shapiro-Wilk
Statistic df Sig. Statistic df Sig.

TTTT  ,087 102 ,152 ,971 102 ,125

a. Lilliefors Significance Correction

One-Sample Statistics
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N Mean Std. Deviation  Std. Error Mean
MMMMM1 102 2,2328 ,41706 ,04129
One-Sample Test
Test Value =3
95% Confidence Interval of the
Difference
t Sig. (2-tailed) Mean Difference Lower Upper
MMMMM1 _ -18578 101 ,000 -,76716 -,8491 -,6852
Al A ) LAl i -
Correlations
XXX1 XXX2 XXX3 XXX4 XXX5 MMMMM2

XXX1 Pearson Correlation 1 , 110 ,029 ,077 077 311

Sig. (2-tailed) 271 773 443 443 ,001

N 102 102 102 102 102 102
XXX2 Pearson Correlation ,110 1 621" ,368™ ,368™ ,673™

Sig. (2-tailed) 271 ,000 ,000 ,000 ,000

N 102 102 102 102 102 102
XXX3 Pearson Correlation ,029 ,621™ 1 ,674™ 674" ,844™

Sig. (2-tailed) 773 ,000 ,000 ,000 ,000

N 102 102 102 102 102 102
XXX4 Pearson Correlation ,077 ,368" ,674™ 1 1,000™ ,885™

Sig. (2-tailed) ,443 ,000 ,000 ,000 ,000

N 102 102 102 102 102 102
XXX5 Pearson Correlation ,077 ,368™ 674" 1,000" 1 , 756

Sig. (2-tailed) 443 ,000 ,000 ,000 ,000

N 102 102 102 102 102 102
MMMMM2  Pearson Correlation 311" ,673" ,844™ ,885" , 756" 1

Sig. (2-tailed) ,001 ,000 ,000 ,000 ,000

N 102 102 102 102 102 102

**_Correlation is significant at the 0.01 level (2-tailed).
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Model Summary
Adjusted R Std. Error of the

Model R R Square Square Estimate
1 , 7582 , 725 415 444386
a. Predictors: (Constant), MMMMML1
ANOVA?
Model Sum of Squares df Mean Square F
1 Regression ,504 1 ,504 42,548 ,000°
Residual 19,790 100 ,198
Total 20,294 101

a. Dependent Variable: MMMMM2
b. Predictors: (Constant), MMMMM1
Coefficients?
Standardized

Unstandardized Coefficients Coefficients
Model B Std. Error Beta t
1 (Constant) 1,856 241 7,699 ,000
MMMMM1 ,569 ,106 ,758 1,596 ,000

a. Dependent Variable: MMMMM2

Gl ) A jall L) il —

Group Statistics

ol N Mean Std. Deviation ~ Std. Error Mean
MMMMM2 ~ _s3 48 2,1759 ,49097 ,07086
i 53 2,2872 40792 ,05603
ANOVA
MMMMM2
Sum of Squares df Mean Square F Sig.
Between Groups ,214 3 ,071 ,345 , 793
Within Groups 20,065 97 ,207
Total 20,279 100
ANOVA
MMMMM2
Sum of Squares df Mean Square F Sig.
Between Groups ,391 4 ,098 475 ,754

Within Groups 19,782 96 ,206



Total 20,174 100
ANOVA
MMMMM2
Sum of Squares df Mean Square F Sig.
Between Groups ,840 2 ,420 2,114 ,126
Within Groups 19,276 97 ,199
Total 20,117 99
ANOVA
MMMMM2
Sum of Squares df Mean Square F Sig.
Between Groups ,530 2 ,265 1,327 ,270
Within Groups 19,764 99 ,200
Total 20,294 101
ANOVA
MMMMM2
Sum of Squares df Mean Square F Sig.
Between Groups ,535 3 , 178 ,885 ,452
Within Groups 19,759 98 ,202

Total 20,294 101




