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Abstract

This study aims to identify the impact of relationship marketing dimensions on enhancing customer
loyalty in Algerian travel agencies, through a filed study of the "RachachTour" for Tourism and Travel.
This research is conducted in light of the growing interest among tourism institutions in building
long-term relationships with customers as one of the most critical factors for achieving continuity and
competitive advantage. The study focused on analyzing the impact of specific relationship marketing
dimensionsnamely(trust, communication, commitment, and conflict/complaint handling)on customer
loyalty.
The study relied on a descriptive analytical approach, where data wascollected via a questionnaire
distributed to a sample of the agency’s customers and subsequently analyzed using a set of appropriate
statistical methods. The results reached the following conclusions:
There is a positive and statistically significant impact of relationship marketing dimensions on
customer loyalty, with the dimensions of trust and conflict handling emerging as the most influential
factors. Furthermore, the results indicated that there were no statistically significant differences
attributable to demographic variables.
In light of these findings, the study recommended the necessity of developing relationship marketing
dimensions, improving communication, and effectively addressing customer complaints to contribute to
enhancing their loyalty toward the travel agency.

Keywords: relationship marketing, tourist costomer loyalty, travel agencies, servicequality.Ouargla.
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Reliability Statistics

Cronbach's
Alpha

N of ltems

.895

Reliability Statistics

Cronbach's
Alpha

N of Items

.642

Reliability Statistics

Cronbach's
Alpha

N of Items

.671

Reliability Statistics

Cronbach's
Alpha

N of Items

.759

Reliability Statistics

Cronbach's
Alpha

N of Items

.835

12

SPSS w2
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Reliability Statistics
Cronbach's
Alpha N of Items
.884 10

Reliability Statistics

_Q\)L,\:J\ e

Cronbach's
Alpha N of Items
.910 22
il
Frequenc Percent Valid Percent Cumulative
y Percent
Valid S5 34 56.7 56.7 56.7
Sl 26 43.3 43.3 100.0
Total 60 100.0 100.0
)
Frequenc Percent Valid Percent Cumulative
y Percent
Valid L 25 (e i 8 13.3 13.3 13.3
4545 N 25 o 29 48.3 48.3 61.7
ls
45 sl da 23 38.3 38.3 100.0
Total 60 100.0 100.0
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raddail) (5 glauall
Frequenc Percent Valid Percent Cumulative
y Percent
Valid 50 21 35.0 35.0 35.0
el 30 50.0 50.0 85.0
<l 8 13.3 13.3 98.3
Ll
gl 1 1.7 1.7 100.0
Total 60 100.0 100.0
La8Y) Jaa
Frequenc Percent Valid Percent Cumulative
y Percent
Valid Al ), 4Y 5 Jal 50 83.3 83.3 83.3
Wyza 10 16.7 16.7 100.0
BY)
Total 60 100.0 100.0
Lk sy dasdd)
Frequenc Percent Valid Percent Cumulative
y Percent
Valid | s ealls mall @3s 42 70.0 70.0 70.0
doalis A 15 25.0 25.0 95.0
i)y
G A 3 5.0 5.0 100.0
Total 60 100.0 100.0
A 5N aa Jaladll i pa 228
Frequenc Percent Valid Percent Cumulative
y Percent
Valid s 95 ye 27 45.0 45.0 45.0
5412 s 15 25.0 25.0 70.0
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e 5 e S 18 30.0 30.0 100.0
Total 60 100.0 100.0
$Jal sillilu s Frequencies
Responses Percent of

N Percent Cases
Al pe Abmiall Jual il Ay el addll ) sandl 47 63.5% 78.3%
Jeal sl iliaia 12 16.2% 20.0%

(selaiay)

il 15 20.3% 25.0%
Total 74 100.0% 123.3%

a. Dichotomy group tabulated at value 1.

AV sl Y (g lbmall Gl V) 5 Jas siall

Descriptive Statistics

N Mean Std. Deviation

1¢ 60 4.1167 .80447

25 60 4.4000 .82749

3¢ 60 4.5833 74314

4¢ 60 3.8333 .82681

5¢ 60 4.5667 .69786

6 60 3.8000 73184

7s 60 4.1500 .54695

8¢ 60 3.8000 .83969

9 60 3.7500 .67961

10z 60 3.8333 .64221

11¢ 60 4.0500 .74618
12¢ 60 3.5167 .67627
A&ilany 60 4.3667 .72017
Jual sill sy 60 4.0667 54479
al ) ey 60 3.9000 .54306
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el 3 dallae ey 60 3.8000 56648
Ay s 60 4.0333 43807
Valid N (listwise) 60

Descriptive Statistics

N Mean Std. Deviation

13¢ 60 4.1333 .89190

145 60 3.9667 .82270

15¢ 60 4.1833 .59636

16¢ 60 4.4000 .78546

17% 60 4.1333 .87269

18¢ 60 3.7667 .94540

19¢ 60 4.2500 .65419

20¢ 60 4.0333 .82270

21¢ 60 4.0833 74314

22¢ 60 4.3833 .84556

Gl Vs e 60 4.1333 .56318

Valid N (listwise) 60
(b )5

Tests of Normality

Kolmogorov-Smirnov?@

Statistic df Sig.
oY) ) sna 109 60 074
SNy 5 pma 116 60 .052

a. Lilliefors Significance Correction
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One-Sample Statistics

N Mean Std. Deviation | Std. Error Mean
Adillaey 60 4.3667 72017 .09297
One-Sample Test
Test Value =3
t df Sig. (2-tailed) Mean 95% Confidence Interval of the
Difference Difference
Lower Upper
A& 2y 14.700 59 .000 1.36667 1.1806 1.5527
Regression olz,dl jlas ! jludy)
Model Summary
Mode R R Square Adjusted R Std. Error of
| Square the Estimate
1 .5882 .346 .334 45952
a. Predictors: (Constant), 4&illae,
ANOVA?
Model Sum of df Mean Square F Sig.
Squares
1 Regression 6.466 1 6.466 30.624 .000P
Residual 12.247 58 211
Total 18.713 59

a. Dependent Variable: i lls¥ 5550

b. Predictors: (Constant), 4llas,
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Coefficients?

Model Unstandardized Coefficients Standardized t Sig.
Coefficients
B Std. Error Beta
1 (Constant) 2.126 .368 5.784 .000
Adillany 460 .083 .588 5.534 .000

a. Dependent Variable: ¢fb Y 5) yaa

Regression
Variables Entered/Removed?
Mode Variables Variables Method
| Entered Removed
1 Jaal il 22D . Enter

a. Dependent Variable: b Y 5 ) saa

b. All requested variables entered.

Model Summary

Mode R R Square Adjusted R Std. Error of
| Square the Estimate
1 4012 .161 147 .52024

a. Predictors: (Constant), Jwal sillax

ANOVA?
Model Sum of df Mean Square F Sig.
Squares
1 Regression 3.015 1 3.015 11.142 .001°b
Residual 15.698 58 271
Total 18.713 59
a. Dependent Variable: b3l 5 sna
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b. Predictors: (Constant), Jw! sillax

Coefficients?

Model Unstandardized Coefficients Standardized t Sig.
Coefficients
B Std. Error Beta
1 (Constant) 2.446 .510 4.795 .000
Jual sillany 415 124 401 3.338 .001
a. Dependent Variable: b)) ¢¥ )55
Variables Entered/Removed?
Mode Variables Variables Method
| Entered Removed
1 2l V) aa P Enter
a. Dependent Variable: ok eY s ) sas
b. All requested variables entered.
Model Summary
Mode R R Square Adjusted R Std. Error of
| Square the Estimate
1 .3202 102 .087 53823
a. Predictors: (Constant), o 3l¥) 2
ANOVA=?
Model Sum of df Mean Square F Sig.
Squares
1 Regression 1.911 1 1.911 6.597 .013°
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Residual 16.802 58 .290
Total 18.713 59
a. Dependent Variable: csbllsY 5 sae
b. Predictors: (Constant), o ji¥a
Coefficients?
Model Unstandardized Coefficients Standardized t Sig.
Coefficients
B Std. Error Beta
1 (Constant) 2.841 .508 5.592 .000
pl ) sy .331 129 .320 2.569 .013
a. Dependent Variable: ¢b leY 5 55a
Regression
Model Summary
Mode R R Square Adjusted R Std. Error of
| Square the Estimate
1 .6002 .360 .349 45427
a. Predictors: (Constant), <le) i) dalleaas,
ANOVA=?
Model Sum of df Mean Square F Sig.
Squares
1 Regression 6.744 1 6.744 32.681 .000P
Residual 11.969 58 .206
Total 18.713 59

a. Dependent Variable: i lls¥ 5 ) 550

b. Predictors: (Constant), <ile! il ixllaexe
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Coefficients?

Model Unstandardized Coefficients Standardized t Sig.
Coefficients
B Std. Error Beta
1 (Constant) 1.865 401 4.651 .000
Sl i dadlearny .597 .104 .600 5.717 .000

a. Dependent Variable: csb Vs 5 sse

T-Test
Group Statistics
sl N Mean Std. Deviation Std. Error
Mean
Gl Ve 5 5m0 S 34 4.1853 57215 .09812
i 26 4.0654 .55494 .10883
Independent Samples Test
Levene's Test for Equality of t-test for Equality of
Variances Means
F Sig. t df
LY 5 smae Equal variances assumed .020 .888 .815 58
Equal variances not .818 54.754
assumed
Oneway
ANOVA
Gl Ny )
Sum of df Mean Square F Sig.
Squares
Between Groups .548 3 .183 .563 .642
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Within Groups 18.165 56 .324
Total 18.713 59
ONEWAY 5L 3leY 5 ) 550 BY ()

/MISSING ANALYSIS.

ANOVA
Gl eYs e
Sum of df Mean Square F Sig.
Squares
Between Groups 923 2 461 1.478 .237
Within Groups 17.791 57 312
Total 18.713 59
Model Summary
Mode R R Square Adjusted R Std. Error of
| Square the Estimate
1 7432 .553 .520 .39016
a. Predictors: (Constant), o) ji¥) 2 Adillazy | dual sillany cile) jiallearey
ANOVA?
Model Sum of df Mean Square F Sig.
Squares
1 Regression 10.341 4 2.585 16.983 .000P
Residual 8.372 55 152
Total 18.713 59

a. Dependent Variable: cb Vs 5 saa

b. Predictors: (Constant), & jil¥ae adillaey Jial gillaey cile] jiallaere
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Coefficients?
Model Unstandardized Coefficients Standardized t Sig.
Coefficients
B Std. Error Beta
1 (Constant) .853 481 1.773 .082
Adillany .325 .086 415 3.780 .000
Jual il 2z .104 116 .100 .893 .376
ol ¥y -.126 116 -.121 -1.080 .285
Cle | jiallacan .508 107 511 4.759 .000
Regression
Model Summary
Mode R R Square Adjusted R Std. Error of
| Square the Estimate
1 .660°2 435 425 42697
a. Predictors: (Constant), s=¥) ) sae
ANOVA?
Model Sum of df Mean Square F Sig.
Squares
1 Regression 8.140 1 8.140 44.649 .000P
Residual 10.574 58 182
Total 18.713 59
a. Dependent Variable: cu Vs 5 sna
b. Predictors: (Constant), 3« 52
Coefficients?
Model Unstandardized Coefficients Standardized t Sig.
Coefficients
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B Std. Error Beta
(Constant) 714 .515 1.386 171
L)) e .848 127 .660 6.682 .000

a. Dependent Variable: ¢fb Y 5 yaa

97




