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Reliability Statistics C‘r‘-'JJS wl
Cronbach's
Alpha N of ltems

911 35

Reliability Statistics

Cronbach's Alpha Part 1 Value .846
N of Items 182
Part 2 Value .857
N of Items 170
Total N of Items 35

Correlation Between Forms 722 ::. 3 3,_‘9;33\ J.Ala.n Ql.ﬁ v
Spearman-Brown Coefficient Equal Length .838
Unequal Length .838
Guttman Split-Half Coefficient .836

a. The items are: X1, X2, X3, X4, X5, X6, X7, X8, X9, X10, X11, X12,
X13, X14, X15, X16, X17, X18.
b. The items are: X18, X19, X20, Y1, Y2, Y3, Y4, Y5, Y6, Y7, Y8, Y9,
Y10, Y11, Y12, Y13, Y14, Y15.

g.a*thl\ &l sl :04 ‘@5_) Gaalal)

Tests of Normality

Kolmogorov-Smirnov@ Shapiro-Wilk
Statistic df Sig. Statistic df Sig.
All .067 102 .200" .988 102 .485

Variables

*. This is a lower bound of the true significance.

a. Lilliefors Significance Correction
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g
Cumulative
Frequency Percent Valid Percent Percent
Valid 3 86 84.3 84.3 84.3
] 16 15.7 15.7 100.0
Total 102 100.0 100.0
el
Cumulative
Frequency Percent Valid Percent Percent
Valid 4w 25 ge B 14 13.7 13.7 13.7
4. 35 N 25 o 33 32.4 324 46.1
45,45 N 35 35 34.3 34.3 80.4
sl 4 45 e 20 19.6 19.6 100.0
Total 102 100.0 100.0
craladl) (g gimnal)
Cumulative
Freguency Percent Valid Percent Percent
Valid () 1 1.0 1.0 1.0
L gl 15 14.7 14.7 15.7
sl 32 314 31.4 47.1
JPETIEN 44 43.1 43.1 90.2
Lle el j 10 9.8 9.8 100.0
Total 102 100.0 100.0
igigall ANal)
Cumulative
Frequency Percent Valid Percent Percent
Valid sosee il s 47 46.1 46.1 46.1
uals 20 19.6 19.6 65.7
R 16 15.7 15.7 81.4
Jay 19 18.6 18.6 100.0
Total 102 100.0 100.0
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delaiay) Adlad)

Cumulative
Frequency Percent Valid Percent Percent
valid el 32 31.4 31.4 31.4
Tora 67 65.7 65.7 97.1
sl 3 2.9 2.9 100.0
Total 102 100.0 100.0
Osd g5
Cumulative
Frequency Percent Valid Percent Percent
Valid 28 90 88.2 88.2 88.2
Lsas 5 12 11.8 11.8 100.0
Total 102 100.0 100.0
Al c¥lal duuse g Jalaii e dia
Cumulative
Frequency Percent Valid Percent Percent
Valid il 06 e i 7 6.9 6.9 6.9
L ) el 06 0 18 17.6 17.6 24.5
O (Y A e 10 9.8 9.8 34.3
s G S 67 65.7 65.7 100.0
Total 102 100.0 100.0
Lwisall (o Ll Gobuant AN claddd) & La
Cumulative
Frequency Percent Valid Percent Percent
Valid < iyl 39 38.2 38.2 38.2
cailll 2 2.0 2.0 40.2
Laa 28 61 59.8 59.8 100.0
Total 102 100.0 100.0
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Statistics
O A8l A 585 22y
X1 X2 X3 X4 X5 O30 5 A 3l
N Valid 102 102 102 102 102 102
Missing 0 0 0 0 0 0
Mean 3.7941 3.7647 3.5882 3.7843 3.3529 3.6569
Std. Deviation .80023 .94582 1.12886 .91875 1.09587 .58859
Variance .640 .895 1.274 .844 1.201 .346
Statistics
Ol 5 82 sall 22
X6 X7 X8 X9 X10 Glaadll il
N Valid 102 102 102 102 102 102
Missing 0 0 0 0 0 0
Mean 3.5686 3.2255 3.6373 3.0392 3.2745 3.3490
Std. Deviation 1.03894 .94300 .89873 1.06168 1.07314 .60929
Variance 1.079 .889 .808 1.127 1.152 371
Sum 364.00 329.00 371.00 310.00 334.00 341.60
Statistics
SIS Al 0 2
X11 X12 X13 X14 X15 ol
N Valid 102 102 102 102 102 102
Missing 0 0 0 0 0 0
Mean 3.3725 3.7059 3.6961 3.4902 3.2059 3.4941
Std. Deviation 1.11623 .83947 1.09715 .93072 .98843 .65079
Variance 1.246 .705 1.204 .866 977 424
Sum 344.00 378.00 377.00 356.00 327.00 356.40
Statistics
e 4Bl 5 )] 2y
X16 X17 X18 X19 X20 ol
N Valid 102 102 102 102 102 102
Missing 0 0 0 0 0 0
Mean 3.8137 3.5882 3.7549 3.8824 3.9118 3.7902
Std. Deviation 97219 1.22153 .92743 70772 .90217 .66979
Variance .945 1.492 .860 .501 .814 .449
Sum 389.00 366.00 383.00 396.00 399.00 386.60
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Statistics
s oo Ll 2y
Y1l Y2 Y3 Y4 Y5 Sl Y
N Valid 102 102 102 102 102 102
Missing 0 0 0 0 0 0
Mean 3.7745 3.1471 3.7647 3.5000 3.6667 3.5706
Std. Deviation .93244 1.06610 .92465 1.05070 .84822 .73735
Variance .869 1.137 .855 1.104 719 .544
Sum 385.00 321.00 384.00 357.00 374.00 364.20
Statistics
Y6 Y7 Y8 Y9 Y10 Calaladl e La 1) any
N Valid 102 102 102 102 102 102
Missing 0 0 0 0 0 0
Mean 3.9020 3.8824 4.0196 4.1275 4.2549 4.0373
Std. Deviation .75137 .78720 75754 .74024 .67025 .53379
Variance .565 .620 574 .548 449 .285
Sum 398.00 396.00 410.00 421.00 434.00 411.80
Statistics
Gilaadll e Lea il aay
Y1l Y12 Y13 Y14 Y15 dandal)
N Valid 102 102 102 102 102 102
Missing 0 0 0 0 0 0
Mean 3.5392 3.0784 3.4608 2.9510 2.8039 3.1667
Std. Deviation .92994 .96150 .95099 1.25373 1.31284 .84154
Variance .865 .924 .904 1.572 1.724 .708
Sum 361.00 314.00 353.00 301.00 286.00 323.00
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Model Summary

10723, 3aldl)
A d) duadll v

Change Statistics

Mo R Adjusted  Std. Error of R Square F Sig. F
del R Square R Square the Estimate Change Change dfi  df2 Change
1 .6862 471 466 .39902 471 89.070 1 100 .000
a. Predictors: (Constant), <Eally &) gusl)
ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 14.182 1 14.182 89.070 .00QP
Residual 15.922 100 .159
Total 30.104 101
a. Dependent Variable: o3 La,
b. Predictors: (Constant), <EMall G gl
Coefficients?
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) .978 .280 3.496 .001
REL 731 077 .686 9.438 .000

a. Dependent Variable: o3 La
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Model Summary
Change Statistics

R Adjusted  Std. Error of R Square F Sig. F
Model R Square R Square the Estimate Change Change dfl df2 Change
1 .5392 .290 .283 46219 290 40922 1 100 .000

a. Predictors: (Constant), ¢l s dus sall ¢ 48l 4, 585 22

ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 8.742 1 8.742 40.922 .000P
Residual 21.362 100 214
Total 30.104 101

a. Dependent Variable: o3 La,

b. Predictors: (Constant), cs: 3l & sall ¢ 283all 4, 685 2ay

Coefficients®
Standardized

Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 1.764 .289 6.095 .000
Q1REL .500 .078 .539 6.397 .000

a. Dependent Variable: o3 La,

:
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Model Summary
Change Statistics

R Adjusted  Std. Error of R Square F Sig. F
Model R Square R Square the Estimate = Change Change dfl df2 Change
1 .5592 .313 .306 45477 313 45558 1 100 .000

a. Predictors: (Constant), <lexall jaival) Guuatll 583 sal) aa

ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 9.422 1 9.422 45.558 .00QP
Residual 20.682 100 .207
Total 30.104 101

a. Dependent Variable: o3 La,
b. Predictors: (Constant), <lesall jaivall Guall g 53 sal) 22y

Coefficients?
Standardized

Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 1.913 .253 7.567 .000
Q2REL .501 .074 .559 6.750 .000

a. Dependent Variable: g5 L
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Model Summary
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Change Statistics

R Adjusted  Std. Error of R Square F Sig. F
Model R Square R Square the Estimate = Change Change dfl df2 Change
1 .500? .250 242 47523 250 33.296 1 100 .000
a. Predictors: (Constant), csb ) (s s dul ,a 2a
ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 7.520 1 7.520 33.296 .000"
Residual 22.584 100 .226
Total 30.104 101
a. Dependent Variable: o3 L,
b. Predictors: (Constant), ¢l (s 1S 4l )0 aa
Coefficients?
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 2.127 .258 8.236 .000
Q3REL 419 .073 .500 5.770 .000

a. Dependent Variable: o3 La,
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Model Summary
Change Statistics

R Adjusted  Std. Error of R Square F Sig. F
Model R Square R Square the Estimate = Change Change dfl df2 Change
1 .6342 403 .397 42410 403 67.369 1 100 .000
a. Predictors: (Constant), il ge 483l 3513 2a
ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 12.117 1 12.117 67.369 .00QP
Residual 17.986 100 .180
Total 30.104 101
a. Dependent Variable: o3 La,
b. Predictors: (Constant), ¢l ge 4830all 5 la) aa
Coefficients?
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 1.631 242 6.729 .000
Q4REL 517 .063 .634 8.208 .000

a. Dependent Variable: g5 L
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Abstract:

This study aims at identifying the impact of the relationships marketing
on the satisfaction of the customer in the Algerian Communications
Enterprise, the case of study is the Commercial Agency for Algerian
Communications -Timimoun- ; the purpose first is to know in wich extent
the previous enterprise embodies the concept of relations marketing in
reality, and how to strengthem, maitain its relationship with its customers
and how can anhance their satisfaction.

A survey was therefore conducted under a number of customers of the
enterprise, studying the subject of relationship marketing as an open
variable represented by (strengthening the relationship between the
enterprise and customers, quality and continuous improvement of services,
analyzing customers complaints and managing the relationship with
customers), and the satisfaction of the customers as a responsive variable.
The study of variables has been a subject to a range statistical methods, the
most of which is the simple linear regression on the impact of relatoinship
marketing and the customer satisfaction.

The study succeeded to reach several conclusions, including: the
enterprise applies relationship marketing in its business and has significant
Impact on customers by managing and strenpthening its relationship with
its customers, providing high qualified services and solving various
problems and also achieving customers satisfactions by fully reflecting the
concept of relationship marketing and meeting the needs and desives of
customers.

Keywords: Relationship marketing, customer, customer relationship
management, satisfaction.
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