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Abstract

This study aims to assess the contribution of customer relationship
marketing in building the mental image of the Algerian desert tourism
destination from the customers' perspective. It relies on fundamental dimensions
of customer relationship marketing and their application by tourist agencies. The
study utilizes relationship marketing indicators such as communication, trust,
commitment, exchange, empathy, shared value, and bonds. A questionnaire was
employed as the study tool, distributed among customers of tourist agencies in
Algeria. Statistical Package for the Social Sciences (SPSS) and Structural
Equation Modeling using Smart PLS 4 were utilized for hypothesis testing.

The study concluded that tourist agencies commit to implementing
customer relationship marketing. Customers highly evaluated the dimensions of
the mental image of the desert tourism destination in Algeria. Moreover, the use
of customer relationship marketing dimensions contributes significantly to
building the destination's mental image. The results showed a strong impact,
with trust being the most influential dimension, followed by commitment,
empathy, bonds, communication, shared value, and exchange, respectively.
Additionally, there were no statistically significant differences observed in the
application of customer relationship marketing on the mental image of the
tourism destination at a significance level of 0.05. These differences were
attributed to personal variables such as gender, age, years of dealing with the
agency, income, and occupation. However, statistically significant differences
were found in the levels of applying customer relationship marketing concerning
personal variables like educational level and agency location, from the
perspective of customers interested in the desert tourism destination.

The study recommended continuing the application of customer
relationship marketing to attract potential customers and retain existing ones,
ensuring mutual exchange goals while meeting and satisfying customer needs
and desires. It emphasizes prioritizing their concerns and interests.

Keywords: tourist, customer relations marketing, tourism, tourism marketing,
mental image
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Source : Sérgio Dominique Ferreira Lopes (2011),“Destination image: Origins, Developments and
Implications”, PASOS: Revista de Turismo y Patrimonio Cultural,Vol. 9 No.2, P. 309
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Statistiques de fiabilité

Statistiques de fiabilité

Statistiques de fiabilité

Alpha de Nombre Alpha de Nombre Alpha de Nombre
Cronbach d'éléments Cronbach d'éléments Cronbach d'éléments
, 796 25 ,821 17 ,927 42
Statistigues descriptives
N Mini | Maxi | Moyen | Ecart type
mum | mum | ne
Ll e Jaal i) A )l el e dald) AAS ) (g ja 490 1 3 2,65 ,664
Apas Ay Ll ) pe dual il o Lalundl DSl oS 490 1 3 2,70 ,556
_____________________________ e o L dS sl L le Rald) AS e} 490 1) 3| 253[ 709
O A g 5 M) JSAll et s g e Aaludl S pis | 490 1 3| 269 558
Apaland) iy a3 Ll 8 jrme Al S i | 490 1 3| 270 592
) ge Jalall 8 AFlsaal) 5 ALYl AU gilasa Saady 490 1 3| 2,64 622
__________________________________ il o Jolotll 2 2ty S akse | 400| 1| 3| 251|637
el 5 pgilallal paes LWL ) Aalpal) ANS Sl S 490 1 3 2,32 ,781
Leilabaia) il o of (8 Leils 5 JSLia Apnlaud) AUS ) e 490 1 3| 232 766
S st o e s e dabudl S s ] 490 1 3| 2,39 763
_________________ sty A ABle o Abdladll) Sl bl (bl cdalol i) 490| 1) 3| 262 628
Gl s e Jgand) dilie Ll 51l 5Lial) il NS5l oas 490 1 3 2,51 692
Ll Baaetie Dhgdt b 5 o )0 dgaland) AUS ) pias 490 1 3 2,67 572
e Sl Tl AUS S (ANl Resd il iyl JS il n | 490 1. 3251 710
Adls e JUA o gilial) o1 plaia S Aalid) NS i 490 1 3 2,39 773
Sl Glals agdl daliadl Sl (a jas 490 1 3 2,60 ,648
Ll S pa Jalaill et aleny o3l JSWae ds | 490 1 3| 2,60 726
________________ gl Clals o ausd A1 RN Jlal Gle gAY L I S} 490 1) 3] 248f 686
el el J3E Ge il dad oLl Lails Apalpuad) ANS Sl s 490 1 3 2,62 ,600
Oz )lls Apdall drandly ANS ) e 3 g Al aliall (G8ay NS ) g 490 1 3 2,68 ,570
Asualic deaall 1 55l U Be 490 1 3 2,45 673
e ) AL A e Rl ) Ll A | 490 1. 3| 241 760
e O30 she sliaal Ly Lalad) AS M ilasa o oW i | 490 1 3 240 753
el e Ay Clidle ol Lalendl NS i | 490 1 3| 2,69 ,608
e e SlBe sl DA el sl Y Rl S (s | 490 1. 3[ 263 624
Al dea 5l e SN Closlaall Al AUS ) o0 490 1 3 2,67 ,600
Aga sl alud) el a8 S e bl 3 ) guall JSIT 490 1 3 2,66 ,642
Al Aaliall ol 2 IS e a5 ) guall ST 490 1 3 2,66 ,596
Ayl pmaall daldl g il o Ainsn 5y o sllae e osilasdl Jemy | 490 1 3 2,80 464
el Ay ) 5 puall il sleall 385 (8 e ol dalund) AAS ) o 530 490 1 3| 2,44 ,719
________________________ lell gyl Slosleall ool 8 By Al A Q5] 490 | 1) 3f  254) 642
gl a3 (85 ) geall Gauadd (50311 ae Jiaal i) 4 881 dalpudl AU 2gias 490 1 3 2,73 ,536
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Al e doalin A 55,051 sl Al die Bl e Al DS Jaas 490 1 3 2,67 ,587
Axien Tyslpaaa Laln 2a8 P8 e bl seub Aaludl SN s | 490 1 3| 274 538
AV Al aaly o ey daland) ANS Gl e i) Jalai | 490 1 3| 251 710
Leme Jalail 8 et Alaay e deadll s d Ale 3 leas dualend) ANS ) gilh o aiay 490 1 3| 2,53 ,655
_______ A1 g bl e o imy Lo b5 35 (5301 ol ia¥y il Jle il Jone | 490| 1) 3| 258|625
el Ll A gl e (ol 58 Le JS Jlay] e QSN s 490 1 3 2,68 ,590
e xe ae 2T et Dalund) AUS G il 5o o) 490 1 3 2,40 715
Laliad) S 5l e Jalatll i b il a2 490 1 3 2,37 , 716
Lo Jalatll i) Apdall Zoalund) A1S 5l) Anans jéa3 490 1 3 2,80 ,516
____________________ Aol S iyl G el leadd) iAol ildl e | 490 1f 3] 267|574
0 B i | 490 ) . 4 256 390
e e A A A s sl | 490 ) . 4l 263) 323
__________________________________________________________ Juai¥l moyOl| 490 1] 3| 2,63] 506
... &moy02] 490 1. 3[ 264 44T
___________________________________________________________ fImoy03|  490| 1) 3| 241 533
____________________________________________________________ Jiimoy04) 490| 1] 3f 256] 503
__________________________________________________________ SbllimoyOS| 490 1f 3] 252( 484
_____________________________________________________ S iedimoy06) 490 1) 3| 254) 460
___________________________________________________________ Lo moy07)  490| 1) 3| 257| 537
N valide (listwise) 490
Statistiques descriptives
N Mini | Maxi | Moyenne | Ecart type
mum | mum
_____________________________________________ @il moyenneOl) 490) 2| 3} 263|367
_____________________________________________ sl A moyenne02  490) 1] 3] 263 400
______________________________________________ @Sl i moyenne03|  490) 1| 3| 258|361
N valide (listwise) 490
Tests de normalité
Kolmogorov-Smirnov® Shapiro-Wilk
Statistigue | ddl Signification | Statistigue | ddI Signification
Ol g Bl (35 0 ,119 490 ,000 ,943 490 ,000
Aoald) Zga 1 Al 3 ) sual 115 490 ,000 ,946 490 ,000
a. Correction de signification de Lilliefors
Tests de normalité
Kolmogorov-Smirnov® Shapiro-Wilk
Statistique | ddI Signification | Statistique | ddl Signification
Ol e CBall (3 503 119 490 ,000 943 490 ,000
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Aoalond) dga M Aadl 3 ) suall ,115 490 ,000 ,946 490 ,000
Jlaiyl 272 490 ,000 , 751 490 ,000
A&l ,238 490 ,000 , 794 490 ,000
ol vl 171 490 ,000 ,896 490 ,000
Jakall ,257 490 ,000 ,819 490 ,000
alaladl) ,175 490 ,000 ,865 490 ,000
A il Aagdll ,191 490 ,000 ,865 490 ,000
Ll 50 ,269 490 ,000 ,786 490 ,000
a. Correction de signification de Lilliefors
Tests de normalité
ouindl Kolmogorov-Smirnov® Shapiro-Wilk
Statistique Ddl Signification Statistique ddl Signification
BN 124 298 ,000 ,930 298 ,000
) ,113 192 ,000 ,947 192 ,000
a. Correction de signification de Lilliefors
Tests non paramétriques
Récapitulatif du test d’hypothése
Hypothése nulle Test Sig. Décisian
Test U de
La distribution de mo D64 gl bdann- Retenir I’
1 estidentique surles gacil Whitney 3 275 hypothése
categories de puisdl &chantillons nulle.
dzsoc|es
Les significations asymptotiques sont affichees. Le niveau de signific
est 05,
Tests de normalité
el Kolmogorov-Smirnov® Shapiro-Wilk
Statistique ddl| Signification Statistique ddl| Signification
1w 25 e i | 112 120 ,001 ,925 120 ,000
Bugb M A 25 | ,112 294 ,000 ,952 294 ,000
b5 M4 46 ¢« ,155 68 ,000 ,885 68 ,000
4 55 e ST 325 8 ,013 ,678 8 ,001

a. Correction de signification de Lilliefors
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Tests non paramétriques

Récapitulatif du test d’hypothése

1 estidentique sur les gl
catégories de bl |

=

achantillons
indépendant

Hypothése nulle Test Sig. Décision
Tast de
P ey o = Perushal- P
La distribution de Eﬂu&leWalliS 3 Retenir |

nulle.

192 hypothése

Les significations asymptotiques sont affichees. Le niveau de

signification est 05,

Tests de normalité

= s il | Kolmogorov-Smirnov® Shapiro-Wilk
Statistigue [ ddI Signification Statistique ddl Signification
Jila (558 ,151 146 ,000 ,884 146 ,000
O30 g BBl 3y g0 =l ,086 256 ,000 ,964 256 ,000
ble cilul ,154 88 ,000 ,891 88 ,000
a. Correction de signification de Lilliefors
Récapitulatif du test d’hypothése
Hypothése nulle Test Sig. Décision
ot
| ST e, o0
s
Les significations asymptotiques sont affichees. Le niveau de
signification est 05,
Tests de normalité
AU ae Jalall &l 5i 222 | Kolmogorov-Smirnov® Shapiro-Wilk
“abed | statistique ddl Signification | Statistique | dd| Signification
Gl s 3 e BBl 111 322 ,000 ,957 322 ,000
e D) 3y gus
o Gl s 5 (M 5 3o ,142 104 ,000 ,910 104 ,000
Sl gie 5 e S 171 64 ,000 ,846 64 ,000

a. Correction de signification de Lilliefors

222




Récapitulatif du test d'hypothése

Hypothése nulle Test Sig. Décision
- Test de
La distribution de Q8 A Gaud Kruskal- -
est identique sur les pgdl Miallis & af0 EEtEn?I:rélse
catégories de po o3l Glgu s Echantillons (e
. dxaluadl A4S A1 indépendant :

=

Lesz significations asymptotiques sont affichées. Le niveau de
signification est 05,

Tests de normalité

Jaal Kolmogorov-Smirnov® Shapiro-Wilk
Statistigue | ddl | Signification | Statistique | ddl Signification
i gl 225000 e JB ,099 | 136 ,002 ,940 136 ,000
cliMall  z2 45000 S z2 25000 o= ,133| 164 ,000 ,904 164 ,000
& 270000 ) z2 46000 o 107 | 106 ,005 ,936 106 ,000
Ozl z2 7000 oo i ,130 84 ,001 ,945 84 ,001
a. Correction de signification de Lilliefors
Récapitulatif du test d'hypothése
Hypothése nulle Test Sig.  Décision
Krusiar
! e e e D
s
Les significations asymptotiques sont affichées. Le niveau de
signification est 05,
Tests de normalité
Agk Kolmogorov-Smirnov® Shapiro-Wilk
Statistique | Ddl Signification Statistique Ddl Signification
Jay ,155 22 ,179 ,915 22 ,059
<l ,110 96 ,006 ,938 96 ,000
O3 g Bl 3y gus
b 5 ,106 272 ,000 ,952 272 ,000
5 a Jueel ,173 100 ,000 827 100 ,000

a. Correction de signification de Lilliefors
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Récapitulatif du test d'hypothése

Hypothése nulle Test Sig. Décision
Test de
L ey o = Hruskal- P
La distribution de Euda-'-x'nlmmwa”ig 3 Fetenir |

1 estidentique surlas pactl
catégories de dnhdl

=

échantillans
indépendant

066 hypothésze

nulle.

Lesz significations asymptotiques sont affichees. Le niveau de

signification est 05,

Tests de normalité

Lesz significations asymptotiques sont affichées. Le niveau de

signification est 05,
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A5 350 | Kolmogorov-Smirnov® Shapiro-Wilk
Statistigue Ddl Signification | Statistique | ddl Signification
Jleddl ,180 62 ,000 ,882 62 ,000
Bl (5 g PN ,133 256 ,000 ,946 256 ,000
Ol ae Gl 121 98 ,001 ,920 98 ,000
! ,149 74 ,000 ,901 74 ,000
a. Correction de signification de Lilliefors
Récapitulatif du test d'hypothése
Hypothése nulle Test Sig. Décision
Test de
S Taeniaue s sl Walles o Beletrl
chtgg o Sty O i
s
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