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Résumé :

Cette étude visait a mettre en évidence le role du marketing digital dans
I"amélioration de la qualité des services avec I’étude de cas de Tipaza
Algérie telecom Basé sur le fait que la contribution de ce type de
marketing a la saut endure les efforts, activités commerciales et de
marketing aux tendances contemporaines en ligne avec les exigences et
les variables de I'époque, Utilisation de divers outils et outils
sophistiqués et la technologie moderne pour mettre en ceuvre des



opérations de marketing, améliorant ainsi la qualité de service dans les
entreprises.

Cette recherche a été réalisée a travers une étude de terrain sur les
clients de la Fondation Télécommunications Alger - Tipaza - et pour
atteindre les objectifs de cette étude a utilisé le programme descriptif
analytique et la distribution de questionnaires, ainsi les collecter et
utiliser des méthodes statistiques spss pour présenter et analyser les
résultats de I'étude.

Apres avoir analysé les données et étudié les hypotheses, les résultats
suivants ont été obtenus :

L’Agence des Télécommunications d’Alger a obtenu de nombreux
avantages grace a son application du marketing électronique en
augmentant le niveau de performance du service et gagner de |'effort et
du temps simultanément, qui a son tour a contribué a améliorer la
productivité du service et sa présentation et la nécessité de poursuivre
I’application du marketing électronique car il est une référence pour
activer le mouvement de commercialisation dans I'agence et ainsi
améliorer la qualité du service.

Mots-clés : e-marketing, qualité des services, qualité des services, Algérie
Telecom.

ABSTRACT:

This study aimed at highlighting the role of electronic marketing in improving
the quality of services with the case study of Tipaza Communications Algeria
Based on the fact that the contribution of this type of marketing to the jump
endures the efforts, business and marketing activities to contemporary trends
in line with the requirements and variables of the times, Using various
sophisticated tools and tools and modern technology to implement marketing
operations, thereby improving the quality of service in enterprises

This research was carried out through a field study on the clients of the Algiers
Telecommunications Foundation - Tipaza - and to achieve the objectives of this



study has used the analytical descriptive curriculum and the distribution of
guestionnaires, thus collecting them and using statistical methods spss to
present and analyze the results of the study.

After undertaking the analysis of the data and the study of hypotheses, the
following results were reached:

The Algiers Telecommunications Agency has achieved many benefits through
its application of electronic marketing in raising the level of service
performance and earning effort and time simultaneously, which in turn has
contributed to improving the productivity of the service and its presentation
and the need to continue the application of electronic marketing because it is a
reference for activating the marketing movement in the agency and thus
improving the quality of service.

Keywords: e-marketing, quality of services, quality of services, communications
of Algeria
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Clibul) duyds 3 (SPSS) galis cila i (03) a8y salall
AR Glaay) Gua

Correlations

s AN Gy sl
1 2 3 4 5 6 7

Spearman's 1 Correlation Coefficient 1,000 ,535" 226" -097 1,00 ,280" 211 ,633"
rho 0 *

Sig. (2-tailed) 000 ,014 297 ,002 022 ,000

N 246 246 246 246 246 246 246 246

2 Correlation Coefficient 535" 1,000 ,396" -012 ,199" 527" 263" 612"

Sig. (2-tailed) ,000 000 ,893 ,031 ,000 004 ,000

N 246 246 246 246 246 246 246 246

3 Correlation Coefficient ,226° 396" 1,000 ,269" ,280° 1,00 ,134 617"
* 0

Sig. (2-tailed) ,014  ,000 ,003 ,002 ,148 ,000

N 246 246 246 246 246 246 246 246

4 Correlation Coefficient -097 -012 269" 1,000 ,317" ,474" -056 ,268”

Sig. (2-tailed) , 297  ,893  ,003 ,000 ,000 546 ,003

N 246 246 246 246 246 246 246 246

5 Correlation 1,00 ,199" ,280" ,527" ,358" ,314" 317" ,346™

Coefficient 0 ) i ) )

Sig. (2-tailed) ,031 ,002 ,000 ,000 ,001 ,000 ,000

N 246 246 246 246 246 246 246 246

6 Correlation ,280" 527" 1,00 ,314" 346" 447" 474 447"

Coefficient ) 0 ) i ) )

Sig. (2-tailed) ,002 ,000 ,001 ,000 ,000 ,000 ,000

N 246 246 246 246 246 246 246 246

7 Correlation Coefficient 211" 263" ,134 -056 1,00 ,280" 1,000 267"
0 «

Sig. (2-tailed) 022 004 148 546 ,002 ,003

N 246 246 246 246 246 246 246 246

**_Correlation is significant at the 0.01 level (2-tailed).

*. Correlation is significant at the 0.05 level (2-tailed).
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gag)'iﬂ‘g\ Gageadl)
Cronbach's N of Items
Alpha
,684 7
Gladdld) asa
Cronbach's N of Items
Alpha
,844 20
Alaiay)
Cronbach's N of Items
Alpha
,801 4
o galal)
Cronbach's N of Items
Alpha
745 4
daalaicy)
Cronbach's N of Items
Alpha
,584 4
ok
Cronbach's N of Items
Alpha
,343 4
alaladl)
Cronbach's N of Items
Alpha
,594 4
JSS i)
Cronbach's N of Items
Alpha
,893 27

One-Sample Kolmogorov-Smirnov Test

bl sl L)

1

2
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N 246 246 246 246
Normal Parameters? Mean 435 424 436 453
Std. Deviation 721 ,781 ,700 ,623
Absolute ,275 ,245 ,284 ,349
Most Extreme Differences Positive ,228 ,213 ,233 ,228
Negative -,275 -,245 -,284 -,349
Kolmogorov-Smirnov Z 2,988 2,662 3,087 3,793
Asymp. Sig. (2-tailed) ,000 ,000 ,000 ,000
One-Sample Kolmogorov-Smirnov Test
5 6 7
N 246 246 246
Normal Parametersa? Mean 431 431 436
Std. Deviation 822 ,901 , 734
Absolute ,267 ,280 276
Most Extreme Differences Positive ,199 ,220 ,220
Negative -,267 -,280 -,276
Kolmogorov-Smirnov Z 2,903 3,038 2,998
Asymp. Sig. (2-tailed) ,000 ,000 ,000
One-Sample Kolmogorov-Smirnov Test
1 2 3 4
N 246 246 246 246
Normal Parametersa? Mean 430 418 407 41
Std. Deviation ,686 ,854 ,865 ,865
Absolute ,267 ,256 ,291 271
Most Extreme Differences Positive ,257 , 184 ,209 ,195
Negative -,267 -,256 -,291 -271
Kolmogorov-Smirnov Z 2,898 2,785 3,159 2,948
Asymp. Sig. (2-tailed) ,000 ,000 ,000 ,000
One-Sample Kolmogorov-Smirnov Test
5 6 7 8
N 246 246 246 246
Normal Parametersa? Mean 445 4.38 447 4,36
Std. Deviation ,648 ,584 ,595 124
Absolute 311 337 ,307 ,276
Most Extreme Differences Positive 247 ,337 ,292 227
Negative -,311 -,262 -,307 -,276
Kolmogorov-Smirnov Z 3,375 3,655 3,334 2,999
Asymp. Sig. (2-tailed) ,000 ,000 ,000 ,000

One-Sample Kolmogorov-Smirnov Test
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9 10 11 12
N 246 246 246 246
Normal Parameters? Mean 414 394 410 394
Std. Deviation ,816 1,024 ,900 1,040
Absolute ,298 ,231 ,294 ,269
Most Extreme Differences Positive ,236 ,160 ,189 , 154
Negative -,298 -,231 -,294 -,269
Kolmogorov-Smirnov Z 3,241 2,509 3,194 2,917
Asymp. Sig. (2-tailed) ,000 ,000 ,000 ,000

One-Sample Kolmogorov-Smirnov Test

13 14 15 16
N 246 246 246 246
Normal Parametersa Mean 3,87 4,25 4,22 4,47
Std. Deviation ,957 ,826 ,898 ,748
Absolute ,290 ,281 ,267 ,327
Most Extreme Differences Positive , 184 ,202 ,193 ,241
Negative -,290 -,281 -,267 -,327
Kolmogorov-Smirnov Z 3,152 3,056 2,905 3,548
Asymp. Sig. (2-tailed) ,000 ,000 ,000 ,000

One-Sample Kolmogorov-Smirnov Test

17 18 19 20
N 246 246 246 246
Normal Parametersa? Mean 42l 337 440 4.22
Std. Deviation ,923 1,478 ,629 ,888
Absolute 274 ,249 ,288 ,258
Most Extreme Differences Positive ,197 , 196 ,288 ,190
Negative -,274 -,249 -,280 -,258
Kolmogorov-Smirnov Z 2,973 2,706 3,482 3,124
Asymp. Sig. (2-tailed) ,000 ,000 ,000 000

Lt yl) daida @)l Jasesl) ) syl L) pils

Model Summary

Model R R Square Adjusted R Std. Error of the
Square Estimate
1 ,6972 ,485 ,481 ,27748

a. Predictors: (Constant), s3SIy G gl

ANOVA?
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Model Sum of Squares df Mean Square F Sig.

Regression 8,428 1 8,428 109,458 ,000P
1 Residual 8,931 245 ,077

Total 17,359 246
a. Dependent Variable: <aall 32,
b. Predictors: (Constant), s =S (G sucll

Coefficients?
Model Unstandardized Coefficients Standardized t Sig.
Coefficients
B Std. Error Beta

(Constant) 1,652 239 6,900 ,000

! BA ,570 ,054 ,697 10,462 ,000

a. Dependent Variable: leaall 326

Model Summary

AN dasjil) dudajlly Adlatial) giliil)

Model R R Square Adjusted R Std. Error of the
Square Estimate
1 ,6212 ,385 ,380 ,52236

a. Predictors: (Constant), (s SY) G gl

ANOVA?

Model Sum of Squares df Mean Square F Sig.

Regression 19,817 1 19,817 72,626 ,000°
1 Residual 31,652 245 273

Total 51,469 246
a. Dependent Variable: laisy)
b. Predictors: (Constant), (s3SI G sl

Coefficients?
Model Unstandardized Coefficients Standardized t Sig.
Coefficients
B Std. Error Beta

(Constant) ,156 ,468 334 , 739

! BT ,911 ,107 ,621 8,522 ,000

a. Dependent Variable: iy

LB Las Rl dacially ddlaial) gl
Model Summary
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Model R R Square Adjusted R Std. Error of the
Square Estimate
1 ,6752 ,456 ,451 ,356576

a. Predictors: (Constant), s3SIy G gudl)

ANOVA?

Model Sum of Squares df Mean Square F Sig.

Regression 12,310 1 12,310 97,259 ,000P
1 Residual 14,682 245 ,127

Total 26,992 246
a. Dependent Variable: 4w salall
b. Predictors: (Constant), s3SI Gaseill

Coefficients?
Model Unstandardized Coefficients Standardized t Sig.
Coefficients
B Std. Error Beta

(Constant) 1,170 ,319 3,669 ,000
1 Ga sl

T M ,718 ,073 ,675 9,862 ,000

a. Dependent Variable: 4w salall

AU dae jal) duda il ddlaial) pilall)

Model Summary

Model R R Square Adjusted R Std. Error of the
Square Estimate
1 4252 ,181 174 ,46186
a. Predictors: (Constant),
ANOVA?
Model Sum of Squares df Mean Square F Sig.
Regression 5,464 1 5,464 25,614 ,000°
1 Residual 24,744 245 ,213
Total 30,208 246
a. Dependent Variable: inicy)
b. Predictors: (Constant), s &Y G sudll
Coefficients?
Model Unstandardized Coefficients Standardized t Sig.

Coefficients

Std. Error

Beta
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(Constant)
BT

1,957
478

414
,094

425

4,728
5,061

,000
,000

a. Dependent Variable: alicy)

Model Summary

Aa ) B i) Lo jilly Lilacial) gt

Model R R Square Adjusted R Std. Error of the
Square Estimate
1 ,5412 ,292 ,286 ,41195
a. Predictors: (Constant), s xSy G sl
ANOVA?
Model Sum of Squares df Mean Square F Sig.
Regression 8,133 1 8,133 47,927 ,000°
1 Residual 19,685 245 ,170
Total 27,819 246
a. Dependent Variable: gY!
b. Predictors: (Constant), s3SI Gaseill
Coefficients®
Model Unstandardized Coefficients Standardized t Sig.
Coefficients
B Std. Error Beta
(Constant) 1,538 ,369 4,165 ,000
1 Ga el
Sy ,583 ,084 ,541 6,923 ,000

a. Dependent Variable: Y

Model Summary

daldl) das jdl) dun jally Adlatial) il

Model R R Square Adjusted R Std. Error of the
Square Estimate
1 ,3332 , 111 ,104 47250
a. Predictors: (Constant), (s s xSy G gl
ANOVA?

Model Sum of Squares df Mean Square F Sig.

Regression 3,241 1 3,241 14,516 ,000°
1 Residual 25,898 245 ,223

Total 29,139 246
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a. Dependent Variable; ekl
b. Predictors: (Constant), s 5SIY! (& sl

Coefficients?

Model Unstandardized Coefficients Standardized t Sig.
Coefficients
B Std. Error Beta
(Constant) 2,560 423 6,046 ,000
! BT ,368 ,097 ,333 3,810 ,000

a. Dependent Variable; ekl

128



