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Abstract

This study aimed to examine the effect of occasional crises on customer switching at Acila
Complex in Ouargla, by analyzing crisis management practices and the level of customer
switching behavior. To achieve this objective, the descriptive analytical method was
adopted, and a questionnaire was used to collect data from a sample of 137 customers. The
data were processed using SPSS V26. The study found that the level of occasional crisis
management was high, while the level of customer switching behavior was moderate.
The results also showed that there was no statistically significant effect of occasional crises
on customer switching decisions, and no statistically significant differences in customer
switching attitudes according to the duration of dealing with the complex. The study
recommended improving communication with customers during crises, strengthening
service recovery policies, and developing proactive plans to reduce the effects of occasional
crises.

Keywords: occasional crises, customer switching, crisis management, services marketing,

Acila Complex Ouargla.
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Gdad)
Cumulative
Frequency Percent Valid Percent Percent
Valid 44 32.1 32.1 32.1
83 93 67.9 67.9 100.0
Total 137 100.0 100.0
and)
Cumulative
Frequency Percent Valid Percent Percent
Valid  31-45 33 241 241 241
18-30 69 50.4 50.4 74.5
46-60 30 21.9 21.9 96.4
s 60 e i 5 36 36 100.0
Total 137 100.0 100.0
craiadl) (g giasal)
Cumulative
Frequency Percent Valid Percent Percent
Valid = 57 41.6 41.6 41.6
Lle bl 5o 10 7.3 7.3 48.9
S5 53 38.7 38.7 87.6
5 g Bl 17 12.4 12.4 100.0
Total 137 100.0 100.0
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Cumulative
Frequency Percent Valid Percent Percent

Valid @b N1 e 51 37.2 37.2 37.2

Al i 5 e I 26 19.0 19.0 56.2

L e Jil 60 43.8 43.8 100.0

Total 137 100.0 100.0

Reliability Statistics
Cronbach's
Alpha N of ltems
.689 25
Al
Cumulative
Frequency Percent Valid Percent Percent

Valid  z221000 o B 22 16.1 16.1 16.1

z2 40000 ! 21001 & 59 431 431 59.1

z260000 " 40001 o= 32 23.4 234 82.5

260001 i 24 17.5 17.5 100.0

Total 137 100.0 100.0
Descriptive Statistics

N Minimum Maximum Mean Std. Deviation

ol Y Aoy s zall Jax 137 1 3 2.62 .666
Aaral) 8 a8 ia 5 (alde H 5,
Ay A5 (3 5k genall 5 i 137 1 3 2.58 .694
JSLEA ol Jiand Ul pae (paniad
alaall
Jalxill LA 5 jleall ) sih gl lliay 137 1 3 2.58 714
Aalial)l SO pa
O 2aS b Al A all o 5 137 1 3 2.63 .642
rnhll Lgaia gAerdl) 33 5e
0583 A3V el day daral) Basa 137 1 3 222 .889
Aaludize Sl juaiy
Valid N (listwise) 137
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Descriptive Statistics

N Minimum Maximum Mean Std. Deviation
g5 osd Gl & 3lh A sall i 137 1 3 2.24 .870
Ll 8 el jle 4
Lol 5 Lans y | ))ie ) s all 55 137 1 3 2.50 .596
Aaadl) Jlastinie ol 50
b QAN Clad dss all e i 137 1 3 2.56 .651
Ailad 5 Baa S
S Al S je ae Jeal il Qe 137 1 3 2.46 .738
PO L FNEA
o peail) L8 miliaiy Ao gall L g 35 137 1 3 2.25 .856
ASEA) Ja oy Ly
Valid N (listwise) 137

Descriptive Statistics

N Minimum Maximum Mean Std. Deviation
AL Ay 2% Lia g je Ao 3all 0365 137 1 3 2.09 .862
LY e Gy paiall
Sl ae 5 il A all S i 137 1 3 2.24 .887
EOXEN{ FERAQPX\|
LY 658 ae A gal) Jalas 137 1 3 2.32 .813
Fa Wamy g o doany
Aliall s sacliall 7 55 (¢ sila sall el 137 1 3 2.50 .768
LY e o] s
COSE Ja A A sl Ao 137 1 3 2.54 .653
A jlall sUad¥) e ladl ilaas
Valid N (listwise) 137

Descriptive Statistics

N Minimum Maximum Mean Std. Deviation
s Alise pana juat 8 Las & S8 137 1 3 2.09 .853
Tzl cla ) ) SS
olial Bl (e ¢y i o sils 137 1 3 2.39 .789
Laadl)l Jhaat Hlalde cuadl HAl,
5 (5 Al A8 JERY) e Jeun 137 1 3 2.59 .681
33 gall s K5 13Aeaal) s
U il cpilh gall alaia) pae 137 1 3 2.00 .907
Gl Jeatll imdyy da Y1
g () gubliall gy Sl (y2a g 2l 137 1 3 2.35 .837

o slog) ST da Y
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SJ}H‘fJG‘J“fGM‘uP‘
e penal iy e Sl

Slls A el A3V ) e e
dnsall 3ol are e

e gana slad al 3l G add
e 391 8 5lale g Casasy Coaa

A 13 Ll lala S ) elally o il
oall e oy xS Ay

e gana slad al 3l G add

e )Y B 1ale g sy Coaia

Valid N (listwise)

137

137

137

137

137

137

1.85

2.18

1.93

2.18

1.91

.890

.822

797

.882

.839

FREQUENCIES VARIABLES=suggestions

/ORDER=ANALYSIS.

Liioie cla ) oda Jia £ By ol gl A pana Ciladd Guual il e A Le 5 dga g e

Cumulative
Frequency Percent Valid Percent Percent

Valid 90 65.7 65.7 65.7

......... & 1 N4 7 66.4

.......... & 1 N4 7 67.2

Lgnd i Jahie a5 5 4 ) (5 sia) 1 N4 Né 67.9

Al dmgie pun g Jslall (3l 1 7 7 68.6

la )Y ae Jalaill

052l plaial¥) 5 ile V) ¢l il 1 7 7 69.3

O3k plaial¥l s a3V ¢ ia 1 7 7 70.1

Sl Ol g B A aanall i Bale) 1 7 7 70.8

LY sall sag ) il YL Alaay) 1 7 T 71.5

b 9 8 3S goeeal ol i ) e

g5 de b 5 Caa Led oSl

a3V oSatll JaY 5 s

a1 a3 Gy ) A 1 7 7 72.3

Cila 3V 0 dgal sal (il 5a )iy

Sl (6 S dny pudl i) 1 7 7 73.0

ila 3V Caind g Jaall & ) painY) 1 N4 N4 73.7

o JSLaall y oW1 Ja b gl 1 7 7 74.5

il 5 4a) 5
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Ostall s SE aall (g IaY) ) 1 7
3033 a3 i il sl 248 e

JSiia g) (sanall aaY) AL gl dlas

b g Adle Glible Ja ki s

138 Jiad iy anadips a5 cild

Jili g Jaa) AlSia ¢ 68 9 Jal Jaal)

e sill (5230 Jgul L 8 g3l 5 Jall

agns Jal (0 85 pwal J i) U

o sl A il y 5030 Ji)

Jeall 5 7 il

75.2

LY da G ueall Ca i) 1 7

75.9

aanll AISEA oladl ¢y lall 5 i< 1 7
it 5 Ayl 38} 513

Dl i all e il alal) Bl

Fasa] Jpem 1 AT 5 L 5130

a3 z siall i 53521 ¢33

Clacal s pabaia ¥l Ja) il Cals ¢

B ]

76.6

Baua Al & Hly ) 1

77.4

hllie pes Al & 68 () 1

78.1

Jaall b Lol 1

78.8

NONN N

SN clllal At Aoy Gpeald 1
(han Aay ol Larall) gand) Jalo
(s gLk,

NN NN

79.6

3 @AY (e Alaall 8 jeal uS 53 1 7
Ll Jal oo Uy g0 lpand gl ye
Laldll 5 ddal)

80.3

523 Lgaa Jalad 1

81.0

Sl ¢ 585l 8 45,80 0l 1

81.8

Hlaall 1

82.5

NOlNN N

L5 e gy 3 Aleball ) 8 1
il pall (5 30I)

NN NN

83.2

g s sall ol e (5 A1 G s 1 7
Led 0588 ) il ) ial ¢ )

Jaal g cla Y1 5130 5 da gy JSLEW

A e Ayl (Sa

83.9

aall ladaadll 5 5 ,1aY) G 1

84.7

D) (s 1

85.4

el B g Al 1

86.1

NOlNN N

RERNETE NN 1

NOlNN N

86.9
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LVl i3 3 praall CAISE Ja
S Jsaiiy S5 gl aa I ALY

EOg|

87.6

Case a3 o Al 0
G (s 58 pLaa¥) i 30 280 2 )
sk y yie: SN Sl pw Jond
iyl Jual sl

88.3

ClLA}hAeLLJ?h;:\u\_’:\:U}A:\.\GJ

i) ganl

89.1

Alise pana (B yshisaly)

89.8

Glatie alai 4330 )

90.5

Al alabrall g abod) a s A o2y )
O

91.2

92.0

Alaia) e o
e dal e a lelal 5 3,88 ol o) 5
b)) G s

92.7

e

93.4

Leae Gl a3V b gy s b

94.2

el y

94.9

LUSY) i jmas Y

95.6
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s ol ol shall (galdi 5 ela¥) Gauail 1
A gl e Jaall (e ol
Sl gdall ol s 1 (Self-
Checkout): Asbus gapads

I sl sl 5 362y 8 pia
e SL hase (o oSlay Al 5 51

138 (Dlie ok 10 s i) by il
" pdlSI" (e 8 5 Ay adall Caidy
2 .Jalaall i alaa 31 Jliy 5 (salal)
alin) 5 callal" daxa 5 43dd 51" (Click
& Collect): sl Javw sk 53U
Gl Gl i Ol 5 e deal
e OS) panadd i agilalial
e Jlas Lae 3 jalal) bl JSiuy
30 Al sl el Gala sy s
51l allai 3 sl g g bl sl
el phadid LAWY ¢y 3l
el oS o adind
die) puslsall e ol llally all
Ea 13 (3ol o e ol )
IR e Laalaall "5 jail) cula 5" G gaa
ey ApaSl) 383 J8 03 ) sall Al ya
Gaxill duxia sile| 4 A4S (Layout
Optimization): o <l el gow i
a5 AS Al dlacal Casd )l
(€30 Gl ecalall) Al &L
(b oSl el A g yre oSl
el ) - ifa Bas g Adas

O A" o) Sliine il 3Y)

£ sha (anadi jganall "2 i)
i Al gl 3 sally s e
2 QN s & el aleaS Jan
O laliial 4l Glaal ¢ jlall
Jraldi & e i Ja | alasl dihidl
Gk ol o)) plaii 258 J o S
Slaall 330 ) alud) (e
a5 e pane Gledd (il 1

96.4

97.1
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Cledd Gpund Sy 5okl Aga s (s
QA“#MAQMJMEQQJH*LCQM

caulad Blaisae e 3l DA
L e Jual sl 82 93 (puan Lga]
¢ e ISy agtVLESY g lainl
e Oalalall s ) AdLaL
Lmaall ) gl 3 la) 5 Jalail

Sleal o5 S iy

oSl g Aallail) Cle) ya) 3 23 o

@ G el Ay 50 Al 55
Ll pgeall (g0 5 Ainliall JUac¥)
GSal) Al ) U dlde
ol Ao e Leiallea g cilal y8Y
5o Al Lha 3 (S
Jalii 5 Jasil ey e cila Y
Ly @) (8 by Lae ) UV

el 5 sa Gty (5 ),

Total

2 1.5
1 7
1 7
137 100.0

1.5

100.0

98.5

99.3
100.0

Descriptive Statistics

N Minimum Maximum Mean Std. Deviation
B1_Response 137 1.00 3.00 2.5255 47217
B2_Communication 137 1.40 3.00 2.4015 43891
B3_Recovery 137 1.20 3.00 2.3372 47263
Crisis_Management 137 1.40 3.00 2.4214 .39149
Customer_Switching 137 1.20 3.00 2.1460 42617
Valid N (listwise) 137

CORRELATIONS

Correlations

Crisis_Manage

ment

Customer_Switc

hing

Crisis_Management

Customer_Switching

Pearson Correlation
Sig. (2-tailed)

N

Pearson Correlation
Sig. (2-tailed)

N

137
-.134
119
137

-.134
119
137
1

137
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Variables Entered/Removed?

Variables Variables
Model Entered Removed Method
1 Crisis_Managem . Enter
ent®

a. Dependent Variable: Customer_Switching

b. All requested variables entered.

Model Summary
Adjusted R Std. Error of the
Model R R Square Square Estimate

1 1342 .018 .011 42390

a. Predictors: (Constant), Crisis_Management

3>

ANOVA-®
Model Sum of Squares df Mean Square F Sig.
1 Regression 442 1 442 2.459 119
Residual 24.258 135 .180
Total 24.700 136
a. Dependent Variable: Customer_Switching
b. Predictors: (Constant), Crisis_Management
Coefficients®
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 2.499 .228 10.972 .000
Crisis_Management -.146 .093 -.134 -1.568 119

a. Dependent Variable: Customer_Switching
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Variables Variables
Model Entered Removed Method
1 B3_Recovery, . Enter

B1_Response,
B2_Communicat

jon®

a. Dependent Variable: Customer_Switching

b. All requested variables entered.

Model Summary
Adjusted R Std. Error of the

Model R R Square Square Estimate
1 .2252 .051 .029 41990
ANOVA-?
Model Sum of Squares df Mean Square F Sig.
1 Regression 1.250 3 417 2.363 .074b
Residual 23.450 133 176
Total 24.700 136

Coefficients?

Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 2418 229 10.539 .000
B1_Response 122 .090 135 1.354 178
B2 Communication -.039 .128 -.040 -.302 .763
B3_Recovery -.208 120 -.231 -1.737 .085
ANOVA
Customer_Switching
Sum of Squares df Mean Square F Sig.
Between Groups .381 2 191 1.050 .353
Within Groups 24.319 134 .181
Total 24.700 136
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