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Abstract:

The study aimed to identify the impact of Customer Relationship
Management (CRM) on improving marketing performance at Mobilis Company
— Guelma Agency. This was done by focusing on a set of dimensions related to
CRM, namely: focus on key customers, customer knowledge management, value,
and trust. To achieve the study's objectives, both the descriptive and analytical
approaches were adopted, using a questionnaire as a data collection tool from a
sample of 50 employees within the company.

The results of the study revealed a positive but weak, yet statistically
significant, effect of CRM on marketing performance. The findings also showed
that the dimension "focus on key customers" recorded the highest mean value.
Moreover, the results indicated that the respondents' demographic characteristics
had no influence on their evaluation of the study’s main variables, which reflects
the homogeneity of their perceptions. Collectively, these results underscore the
importance of the company adopting effective CRM strategies as a means to
enhance its marketing performance in a dynamic and competitive environment.
Keywords: Customer Relationship Management, Marketing Performance, Focus
on Key Customers, Customer Knowledge Management, Value, Trust.
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Correlations

S Joudl Sl 2 :(02) o3y 3l

Correlations

e

&l ua Al Uasadl Cpe i
Glalial - ua Je GS G, i bl
BB\ oAl o daladll - a3l e 58 gl
OpelaY) BV YL Gl s Sadl L
Gaua slomasm L omeal GO il
a3l b Gy alaial Cpaniay O] leadll
Ol ge Al anads =\EN adla ) Aadllzaem aa (<0
&e Al 5 1) Pearson 1 17 ,610™ ,793™ 773" , 703"
Ol Correlation
Sig. (2- ,000 ,000 ,000 ,000 ,000
tailed)
N 50 50 50 50 50 50
Correlations
o sl gl
laadl) o S
leeati il S Sle Jee
Sl Gladll  Uhersd sl e dalad
Gl clalial  leadl ll claasd) e Gl il
3acld g\l 33 9a Lo cibsl esaaay) ol
Cila slaa s JS aeuli® sl Claadll e
Al i laa el Al e agaia Al Al
G IS Ll g shaall e Adlias dad agll s
& A8l 300 Pearson ,629™ 512" ,519” ,699” ,633" 7167
O Correlation
Sig. (2- ,000 ,000 ,000 ,000 ,000 ,000
tailed)
N 50 50 50 50 50 50
Correlations
po Al ol Alea e gal
aeslbaill 0 pdde G sl iy
Lad LT danaal) claadll oy )i Sle dbdladllg
deadll B3 oy U=l gy s
sl ae 283 3l Pearson ,642" ,614™ ,595"
Correlation
Sig. (2-tailed) ,000 ,000 ,000
N 50 50 50
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** Correlation is significant at the 0.01 level (2-tailed).
*, Correlation is significant at the 0.05 level (2-tailed).

Correlations

Correlations
i e Jee
b e do o cuaid
Glalsay) Tob il sl il il
Y Lol sl Ayl mspe Laslasilly

(s il Jd Ji Audlio g laa diaall
(s gl g2yl Pearson 1 707" ,430™ 7727
Correlation
Sig. (2-tailed) ,000 ,002 ,000
N 50 50 50 50
Correlations
ol Bayl s gald du
S g A8 AN 5 S calaad S eal) Juay) S palil
Glalasy) G o (A A 5l Gila slaall
Al o alise GOV pm i S8 Ak sl
)l (3 gusl) Cpuadliall ped %5 Al al
gl g1aY) Pearson ,582" ,687" 725" ,554"
Correlation
Sig. (2-tailed) ,000 ,000 ,000 ,000
N 50 50 50 50
Correlations
Gl o JaaYi (8 Lia LYl
Gl G Opent (B aald  dam Gl L
el daadlly  Auadlls ) suall 1Y)
3y 3 aplS P geds,all  JA & sl
A 5all 48 yinl L) e Jlalas 3 AN 5 )
sl g1y Pearson ,682™ 729" ,646™
Correlation
Sig. (2-tailed) ,000 ,000 ,000
N 50 50 50

**_Correlation is significant at the 0.01 level (2-tailed).
*, Correlation is significant at the 0.05 level (2-tailed).
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Reliability

Reliability Statistics
Cronbach's
Alpha N of Items
,709 3

Reliability Statistics
Cronbach's
Alpha N of Items
, 764 3
Reliability Statistics
Cronbach's
Alpha N of Items
,638 4
Reliability Statistics
Cronbach's
Alpha N of Items
,701 4

Reliability Statistics
Cronbach's
Alpha N of Items
,896 14

Reliability Statistics
Cronbach's
Alpha N of Items
,844 10

Reliability Statistics

Cronbach's
Alpha N of ltems
,930 24
Explore
Tests of Normality
Kolmogorov-Smirnov? Shapiro-Wilk
Statistic df Sig. Statistic df Sig.

e 483l 3l ,126 50 ,046 ,971 50 244
sl
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,119 50 ,074 ,965 50 ,149

a. Lilliefors Significance Correction

O8N e A8l 3 1)

7.5

5.0

25

0,0

Histogram

Mean = 3,85
Std. Dev.'= 483
N=s0

e ABMall 5

Expected Normal

3,50 4,00 4,50 5,00

O3l e A3l 3,141

Normal Q-Q Plot of as38 ga 43500 5,030

25

(s sul) £13Y)

Frequency

v

@

Iy

8]

3.0 3,5 4.0 4,5 50

Observed Value

Histogram

Mean = 3,81
Std. Dev.'= 993
N =50

3,00 4,00

s il e 15y
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Expected Normal

Normal Q-Q Plot of (A sdll =35

1 2 3 4 S

Observed Value

Frequencies

i)
Valid Cumulative
Frequency Percent Percent Percent

Valid _S3 26 52,0 52,0 52,0

) 24 48,0 48,0 100,0

Total 50 100,0 100,0

dwnsall & Janll aa
Frequenc Valid Cumulative
y Percent Percent Percent

Valid 4w e B8 12 24,0 24,0 24,0

310 12 24,0 24,0 48,0

) g

64 21 42,0 42,0 90,0

&) g

G s B (e S 5 10,0 10,0 100,0

Total 50 100,0 100,0

Al gl) dapn
Frequenc Valid Cumulative
y Percent Percent Percent

Valid 4l 13 26,0 26,0 26,0

dead/JLEin) dalais 15 30,0 30,0 56,0

(ol

4 19 38,0 38,0 94,0

Slae 5 (B g 3 6,0 6,0 100,0

Total 50 100,0 100,0
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4 yanl) 4541
Frequenc Valid Cumulative
y Percent Percent Percent

Valid 4w 30 e B 5 10,0 10,0 10,0

35 e 8l ) 30 e 19 38,0 38,0 48,0

Ahy

45 (a B ) 35 (e 11 22,0 22,0 70,0

A

358 b s 45 (e 15 30,0 30,0 100,0

Total 50 100,0 100,0

el (5 gianal)
Frequenc Valid Cumulative
y Percent Percent Percent

Valid lwsie 3 6,0 6,0 6,0

g5 12 24,0 24,0 30,0

EES 35 70,0 70,0 100,0

Total 50 100,0 100,0
Descriptives

Descriptive Statistics
Std.
N Mean Deviation

Oab) Gl Cilalia) aal 50 4,16 618
Ladall apais A bl e
SV Gl S e Ga gl 50 4,04 ,605
oals alaia) gl (g 23 s
e Jalaill GilS 8 5 (anadl 50 3,84 766
O Loy (gl G5
pala)
O B_y_Siall illaa Sl anail 50 3,94 ,818
4aad) 33 g Cpuaail 10 3
O 5 giall il (g i 50 3,74 ,694
JSy Gleadd) aaa 8 30 )
s
e shea 320l Epaat b sl 50 3,96 ,638
S IS bl
(ol gy il laxdll o (] 50 4,02 654

s IS il 0 Cilalgal
.
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Clerdll (et o (o (ol 50 3,84 710
e ol B3 g Lgail )
g sl el
Clardll Ul 3o 7 58 e Jael 50 3,86 ,783
il e paaelog Lay bl
O B e 3 anns] 50 3,90 789
Ll dad peaiad Sl cileadl)
Gl Gl ladind aa Jala 50 3,86 , 756
peiti ol dilal = gun 50
Lo il 30 dasiall 350 Ly o 3l 50 3,64 776
403 0) 33 g8 iy
die G pe Aglasly o 50 3,78 ,815
ool Sleadll by il 58
Gl by Les e o 50 3,32 ,891
e s e Abailadl
Valid N (listwise) 50
Descriptives
Descriptive Statistics
Std.
Minimum Maximum Mean Deviation
Gl e 58 50 3,00 500 4,0133 ,53009
Ot )l
O N 48 2a ) 50 2,67 500 3,8800 ,59385
dagll 50 3,00 500 3,9050 ,50983
48l 50 2,00 500 3,6500 ,58902
Valid N (listwise) 50
Descriptives
Descriptive Statistics
Std.
N Minimum Maximum Mean Deviation

ol ilard i e Jae 50 3 5 3,96 533
Al Baaatall calalay)
Ly s g e 7 b A alud 50 3 5 3,78 582
ddlia g Ada
Gl el de o cuaiad 50 3 5 4,02 ,553
Apaad) La ol <l
)55 4S50 of Lyl 50 2 5 3,82 691

Gosail) 3 Aosll clalasy)
R
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3 Sine Cladd a5 8 palud 50 1 5 3,66 , 798
o Ol e (358 ) a0

Cymaadlial)

Ll sl 8 L 50 1 5 3,72 ,858
petd Si5is LN o s

e laall Juay) L sl 50 3 5 4,06 ,620
LU el 5 IS 48y sl

Grasndl) G Gpuil) G JaaY 50 3 5 4,04 ,533
83 e 8 aaly Aol

G yall 480 jin)

4iadll 3 ) geall Gaund b aalul 50 2 5 4,12 ,659
e lelas DA (g 48 5l

ol

Ll L A s LaaYi 50 2 5 4,00 ,670
i smill Y1 Cppuni dagis

3 Y 5yl A

Valid N (listwise) 50

Descriptives

Descriptive Statistics

Std.

N Minimum Maximum Mean Deviation
e 4Bl 5 )l 50 ,68 6,06 3,6471 1,21716
s
il £1aY) 50 2,08 6,15 3,8071 ,99308
3 jlaiuy) 50 3,00 500 3,8783 ,43845
Valid N 50
(listwise)
Regression

Model Summary®
Change Statistics
Adjusted R Std. Error of R Square

Model R R Square Square the Estimate Change F Change
1 ,3572 ,128 ,110 ,93706 ,128 7,033

Model Summary®
Change Statistics
Model dfl df2 Sig. F Change
1 1 48 ,011 1,877
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a. Predictors: (Constant), o3 as 283l 3 )
b. Dependent Variable: & sl £12Y)

ANOVA?
Sum of Mean

Model Squares df Square F Sig.
1 Regression 6,176 1 6,176 7,033 ,011°

Residual 42,148 48 ,878

Total 48,324 49
a. Dependent Variable: & sl ¢12Y)
b. Predictors: (Constant), s as 483l 5

Coefficients?
Unstandardized Standardized
Coefficients Coefficients

Model B Std. Error Beta t Sig.
1 (Constant) 2,743 422 6,494 ,000

& 4B 3 )l ,292 ,110 ,357 2,652 ,011

s
a. Dependent Variable: & sl ¢13Y)

Residuals Statistics?
Std.
Minimum Maximum Mean Deviation N

Predicted Value 2,9413 45111 3,8071 ,35502 50
Residual -1,88541 1,90061 ,00000 ,92745 50
Std. Predicted -2,439 1,983 ,000 1,000 50
Value
Std. Residual -2,012 2,028 ,000 ,990 50

a. Dependent Variable: & swill ¢13Y)

Charts
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Histogram
Dependent Variable: .S:s-all =12

Mean = -1,73E-17
10 Std. Dev. = 0,990
M =50

@

g .
E
7 7 Regre;sion Standardized Residual
Mormal P-P Plot of Regression Standardized Residual
‘o Dependent Variable: & s.dll o)

g 0,6

g

3

§ 0.4

I I Obselrved CumlProb I I
Regression
Model Summary®
Change Statistics
Adjusted R~ Std. Error of R Square
Model R R Square Square the Estimate Change F Change
1 4252 ,181 ,108 ,93784 ,181 2,486
Model Summary®
Change Statistics

Model dfl df2 Sig. F Change
1 4 45 ,057 1,769

a. Predictors: (Constant), s M (il (e S Al Aadl) ¢ g0 50 48 e 3 )00 A
b. Dependent Variable: (sl ¢15Y)
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Residuals Statistics?

Std.
Minimum Maximum Mean Deviation N
Predicted Value 2,9595 4,7264 3,8071 42245 50
Residual -1,70114 2,08263 ,00000 ,89874 50
Std. Predicted -2,007 2,176 ,000 1,000 50
Value
Std. Residual -1,814 2,221 ,000 ,958 50
a. Dependent Variable: & sl ¢13Y)
Charts
Histegram
Dependent Variable: (&isdll ¢8I
Mean = -3,78E-16
12 ﬁtg .S%e\r. =0958
10
8
g
3
g &
'S
4
2

-2 -1 o 1 2

Regression Standardized Residual
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MNormal P-P Plot of Regression Standardized Residual
Dependent Variable: il el

§ a6
g o
S Goo®
£ o .
Observed Cum Prob
Test T
Statistiques sur échantillon uniques
Moyenne
d'erreur
N Moyenne Ecart type standard
e 483 5 ) 50 3,6471 1,21716 ,17213
BB\
Test sur échantillon unique
Valeur de test = 3
Intervalle de confiance de la
Difference différence a 95 %
t df Sig. (bilatérale) moyenne Inférieur Supérieur
e A8 3 ) 3,759 49 ,000 ,64709 ,3012 ,9930

O

Tailles d'effet pour échantillon unique
Estimation des 95% Intervalle de confiance

Standardisation? points Inférieur Supérieur
e A8 5 ) d de Cohen 1,21716 532 233 ,826
O Correction de Hedges 1,23619 ,523 ,229 ,813

a. Dénominateur utilisé pour estimer les tailles d'effet.
Le d de Cohen utilise I'écart type échantillon.
La correction de Hedges utilise I'écart type échantillon, plus un facteur de correction.
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T-Test
Independent Samples Test
Levene's Test for Equality of t-test for Equality of
Variances Means
F Sig. t df
& Al 5l Equal variances ,385 ,538 -,802 48
sl assumed
Equal variances not -,808 47,504
assumed
sl ¢lay) Equal variances 6,388 ,015 -,884 48
assumed
Equal variances not -,868 37,384
assumed
Independent Samples Test
t-test for Equality of Means
Mean Std. Error
Sig. (2-tailed) Difference Difference
e 48NN Bl Equal variances assumed 427 -27721 ,34580
G Equal variances not 423 -,27721 , 34323
assumed
il £1aY) Equal variances assumed ,381 -,24915 ,28174
Equal variances not ,391 -,24915 ,28708
assumed
Independent Samples Test
t-test for Equality of Means
95% Confidence Interval of the
Difference
Lower Upper
O e A8 5 ) Equal variances assumed -,97249 ,41808
Equal variances not assumed -,96751 , 41310
sl elaY) Equal variances assumed -,81562 31732
Equal variances not assumed -,83063 ,33232

Independent Samples Effect Sizes
95% Confidence

Standardizer Point Interval
a Estimate Lower Upper
Cohen's d 1,22162 -,227 -,782 ,331
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N Hedges' 1,24113 -,223 -, 770 ,326
e A8l 5yl .
sl correction
Glass's delta 1,10020 -,252 -,809 ,310
il £1aY) Cohen's d ,99529 -,250 -,806 ,308
Hedges' 1,01119 -,246 -,793 ,303
correction
Glass's delta 1,21421 -,205 -, 761 ,355
Oneway
ANOVA
Sum of Mean
Squares df Square F
& 48NN 3l Between 5,712 3 1,904 1,309
Ol Groups
Within Groups 66,881 46 1,454
Total 72,592 49
(s gl g2yl Between 1,814 3 ,605 ,598
Groups
Within Groups 46,510 46 1,011
Total 48,324 49
ANOVA
Sig.
Gl e A8 300 Between Groups ,283
Within Groups
Total
& guidll £1aY) Between Groups ,620
Within Groups
Total
Oneway
ANOVA
Sum of Mean
Squares df Square F
& A8l 5yl Between 4,300 2 2,150 1,480
O Groups
Within Groups 68,292 47 1,453
Total 72,592 49
(sl 1Y) Between ,154 2 ,077 ,075
Groups
Within Groups 48,170 47 1,025
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Total 48,324 49
ANOVA
Sig.
O3 e A8 310 Between Groups ,238
Within Groups
Total
& gl £1aY) Between Groups ,928
Within Groups
Total
Oneway
ANOVA
Sum of Mean
Squares df Square F
& 481 Bl Between 3,895 3 1,298 ,869
s Groups
Within Groups 68,697 46 1,493
Total 72,592 49
sl 1Y) Between 1,193 3 ,398 ,388
Groups
Within Groups 47,131 46 1,025
Total 48,324 49
ANOVA
Sig.
O g A8 5,10 Between Groups 464
Within Groups
Total
sl 1Y) Between Groups 762
Within Groups
Total
Oneway
ANOVA
Sum of Mean
Squares df Square F
& A8l 5yl Between 4,609 3 1,536 1,040
O Groups
Within Groups 67,983 46 1,478
Total 72,592 49
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sl )Y Between 2,194 3 , 731 , 729
Groups
Within Groups 46,130 46 1,003
Total 48,324 49
ANOVA
Sig.
O g A8 3,10 Between Groups ,384
Within Groups
Total
,540

gl 1Y

Between Groups
Within Groups
Total




