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Abstract

This study aimed to know the reality of the application of consumer relationship
management concept at LAFARGE organization according to the employees viewpoint.That
is through processing a problematic about the extent to which LAFARGE organization has
applying the concept of consumer relationship management clearly. A questionnaire was
designed, include the dimensions of customer relationship management, and distributed on a
sample of 40 employees. To test the hypothesis of the study it was depended on Means,
Standard deviations and Wilcoxons test of differences.

The findings of the study referred that LAFARGE organization applies the concept of
consumer relationship management with its dimensions that are goals, caracteristiques,
effectiveness, products introduced and its relevance to customers clearly. The study
recommends the researchers and interested to go in depth in studding consumer relationship
management, through linking it to other variables like competition.

Key Words: Consumer Relationship Management, Goals, Caracteristiques, Effectiveness,
Products Introduced, LAFARGE Organization, M’sila.
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Statistiques de fiabilité
Alpha de Nombre
Cronbach d'éléments
,876 32
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Tests de normalité

Kolmogorov-Smirnov? Shapiro-Wilk
Statistiques df Sig. | Statistiques df Sig.
ql ,361 36 ,000 ,785 36 ,000
q2 ,296 36 ,000 ,633 36 ,000
g3 ,295 36 ,000 ,788 36 ,000
q4 ,310 36 ,000 ,844 36 ,000
g5 ,259 36 ,000 ,804 36 ,000
q6 311 36 ,000 ,760 36 ,000
q7 ,333 36 ,000 ,764 36 ,000
q8 ,353 36 ,000 787 36 ,000
q9 ,252 36 ,000 ,782 36 ,000
q10 ,252 36 ,000 7197 36 ,000
qll ,315 36 ,000 711 36 ,000
ql2 ,326 36 ,000 ,810 36 ,000
ql3 278 36 ,000 ,845 36 ,000
ql4 ,226 36 ,000 ,904 36 ,004
q15 ,324 36 ,000 ,801 36 ,000
ql6 321 36 ,000 775 36 ,000
ql7 ,344 36 ,000 ,762 36 ,000
q18 ,368 36 ,000 N 36 ,000
ql9 ,269 36 ,000 ,867 36 ,000
g20 ,389 36 ,000 ,653 36 ,000
g21 ,250 36 ,000 ,810 36 ,000
q22 ,344 36 ,000 ,750 36 ,000
g23 272 36 ,000 ,829 36 ,000
q24 ,257 36 ,000 ,858 36 ,000
q25 ,348 36 ,000 ,800 36 ,000
q26 ,392 36 ,000 714 36 ,000
q27 ,256 36 ,000 ,841 36 ,000
q28 ,257 36 ,000 ,833 36 ,000
g29 ,284 36 ,000 ,859 36 ,000
q30 ,381 36 ,000 723 36 ,000
g31 ,214 36 ,000 ,900 36 ,003
q32 ,269 36 ,000 ,855 36 ,000
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