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Abstract:

This study aims to highlight the role of digital marketing in improving service quality
through a field study conducted at Algérie Télécom — Biskra Unit. The study comes in
response to the rapid technological developments in communication and marketing, which
have led organizations to shift their strategies toward adopting digital tools to enhance
customer relationships and improve the level of services provided.

The research is based on constructing a theoretical framework that links the concepts of
digital marketing and service quality. It then moves to the practical side by distributing a
questionnaire to a sample of the institution's employees. The data were analyzed using a
range of statistical methods such as simple linear regression, correlation coefficients, and T
and F tests.

The results showed a positive and statistically significant impact of digital marketing on
overall service quality, indicating that the use of digital marketing strategies enhances service
efficiency and customer satisfaction. The study also revealed that marketing through social
media had the most significant effect, while email marketing and website-based marketing did
not show statistically significant impacts. This suggests a disparity in the effectiveness of the
digital marketing tools used within the institution.

In light of these findings, the study recommends the development of interactive website
content, the improvement of mobile and email marketing mechanisms, and increased
investment in social media promotional campaigns, given their direct impact on customer
relationship quality.

Keywords: Digital Marketing, Service Quality, Algérie Télécom, Online Marketing, Customer
Satisfaction, Digital Marketing Tools, Field Study.
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Fiabilité

Echelle : ALL VARIABLES

Récapitulatif de traitement des

observations
M %
Ohservations  Valide 33 100,0
Exclue?® 0 0
Total 33 100,0

a. Suppression par liste basée surtoutes
les variables de la procadure.

Statistiques de fiabilite

Alpha de r-‘JnmerE
Cronbach dalements
822 kil
Descriptives
Statistiques descriptives
M Skewness Kurtosis
Erreur Erreur
Statistiques  Statistiques standard Statistiques standard

¥ 33 -1,488 409 2153 758
w1 33 -1,298 409 2555 a8
¥2 33 -1,185 409 1,699 758
%3 33 -535 409 735 758
xd 33 -, 096 409 A87 798
y 33 -371 409 1,175 758
¥l 33 -,273 409 -, 400 758
y2 33 -121 409 502 798
Y3 33 029 409 280 758
yd 33 - 5966 409 4153 758
¥5 33 -, 400 409 1,073 798

[ valide (liste) 33

]




Hy
w0y Corrélation de Pearson 1
Sig. (hilatérale)
[ 33
X Corrélation de Pearsaon ,8?3“
Sig. (hilatérale) aon
M 33
%1 Corrélation de Pearson ,543“
Sig. (hilatérale) Ril]y
[ 33
X2 Corrélation de Pearsaon ,?83“
Sig. (hilatérale) aon
M 33
¥3 Corrélation de Pearson ,?29“
Sig. (hilatérale) Ril]y
[ 33
wd Corrélation de Pearsaon ,EEB“
Sig. (hilatérale) aon
M 33
W Corrélation de Pearson ,??E“
Sig. (hilatérale) Ril]y
[ 33
1 Corrélation de Pearsaon ,?01“
Sig. (hilatérale) aon
M 33
y2 Corrélation de Pearson ,495“
Sig. (hilatérale) 003
[ 33
W3 Corrélation de Pearsaon ,593“
Sig. (hilatérale) aon
M 33
i Corrélation de Pearson ,?U?“
Sig. (hilatérale) Ril]y
[ 33
¥a Corrélation de Pearsaon ,544“
Sig. (hilatérale) aon
M 33

]




Récapitulatif des modéles

Erreur
standard de
Modéle R R-deux R-deux ajusté |'estimation
1 3728 134 A1 46297
a. Prédicteurs ; (Constante), x
ANOVA?
Somme des
Modéle careés ddl Carré mayen F Sig.
1 Régression 1,068 1 1,069 4 986 ,033"
de Student 6,645 k)| 214
Total 7,713 32
a. Wariable dépendante ;y
b. Prédicteurs ; (Constante), x
Coefficients®
Coefficients
Coeflicients non standardisés standardisés
Erreur
Modéle B standard Béta t Sig.
1 (Constante) 2,850 A0 5,669 ,ooo
% 308 138 372 2,233 033

a. Variable dépendante :y
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