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Abstract :
This study aimed to research how to use customer relationship management systems to
improve public services in Algeria. Turning to the three dimensions of customer relationship
management (analytical, participatory, practical). To achieve this, the study was applied to the
tax sector, where it targeted employees and customers of four tax centers in Algeria, and after
statistical treatment, an effect was found for customer relationship management systems to
improve public services for the tax sector from the point of view of both employees and
customers, as the relationship was direct The three dimensions of managing customer
relationships, improving public services, and degrees of influence strong for employees and
medium to weak for customers. And that the most contributing dimension in improving tax
services, from the viewpoint of both clients and employees is the management of customer
relationship process, followed by the management of analytical and participatory customer
relations. Also, there were significant differences for the respondents' direction regarding the
effect of customer relationship management systems on improving public service due to the
general characteristics of both samples. A set of proposals was presented that can be
circulated to all public institutions in Algeria, the most important of which is support for the
training of the public employee in the use of information and communication technology and
systems, and benefit from private sector experiences and international experiences in the field
of customer relationship management.

Key words: analytical customer relationship management, participatory customer relationship
management, practical customer relationship management, improving public services, the tax
sector in Algeria.
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Décisions Marketing, N 31 (Juil.-Sept. 2003), p p 39- 47.
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universitaires de Bordeaux, n 37 \1 juin 2010, p 160.
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Germany, Retrieved Novembre, 2002, p 02.

3 Gary Armstrong, Philip Kotler, Principes de Marketing, 11™¢ Edition, Pearson, France, 2013, p14.

4 Lendrevie Jacques, Lévy Julien, Op-cit, p 1848.

9



Ol caliMe 5 dakasl Joa il JUY) I 5Y Juall)

s - Gapnl) Al Gaens o Jany Lo allSill Jilis Jlad o) JS8 Gasetl) Lo selis
Gline i Gilgay DG Cua e sl GBe 5 asede ) Gkl cllaall 13 DA (g
cibostaa allas Li oSy ey gt Al ying] (ASEBe dglac L3S A Jadls
:Aglide dleas ¢ gal) clBMe 3 Y

Al aaty Gl Lo S dalleey mand Gglee Alla) oda 8 sl e 3yla) el
Bl gy gl lgilatiag debiiall §)ga (puads agre Gl ol caglsa Adyma BaclE oLy
Glasleall Lagd i€ ) & gajll 3)5 pally Lijlad) calday ¥ ccllaliall (e dluluS L (53l Qi
Apra Gl ol daaidl Gyl e sl 2l ol mie By o 3855 (Jlailly
) paa b Jiaiall gadsil)l Caagll Holad (UL cagre LEBle Baanty Ll b

s ) Alaal saxiy gl s e pe psB ) Cang Aadiially sl B0 Gsylaill oda a8
deayitn Al claadlly aludl e lapy Aiuliie 5aa s Wysad 4y o 235 Lalaiall dga (pad co )yl
L ulae o Jsene CylaS Gy ol zguings Barae dnad Ll 8 55 o s dilialy
o) aalaad ) gt Aadaie cililee e Bl » Ll laiall 138 Gis el GlBle 3)a) e -
ahiil Cpipeall L ae Aeaies Aaih ADle ki @lldy Awgall Lasapes JleeV)
Jsanll e 50l 8 ~ldall e (L3l ae daily e ol dal ey « 2ilinall agiliagyay
P ST oYy (g peky ol GG ccpudlial vie s3sasal @l e el ¢ Lily dad o
s 58le gerans cleadlly aldl e waall Ga e We A sy g aal dagdl) -1
AalSilly Xi)gal) £ gana Cm Al gd 05 Al Gl ag leling) ST AS )0 dad 6 ) dussgal)
8l ST el el 2K
eIV (sS Ladind ¢l ok Ly A3)lie zsiiall éhyadll ¢V £ Lt By z a3l gladl —2
lgd iladg b oIV 1Y) Wl Ll e ) 13 (s sl el e i (sgine

ey Gl 2 (sSand 0lai 3sk o)) OIS 1Y Lo Al by L sy ol 0

! Olivier Maire, Customer Relationship Management (C.R.M) et Systemes d’Information, pdf
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2 Lars Mayer-Waarden, La Fidélisation client: Stratégies, Pratiques et Efficacité des Outils du Marketing
Traditionnel, Vuibert, France, 2009, pp 07 —29.
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! Philip Kotler, Bernard Dubois, Marketing Management, Edition Union, Paris, France, 2003, p 66.

2 Philip Kotler, Gary Armstrong, Principles of Marketing, Op-cit, p 13.
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& 3gial Lpaphatill Cilalal) ciia L) e 2S¢ Bal L)) bl api A5 dlee 3 Sy
(Ll andd el ady Juady @lldg Lo glgiad Jalail) Zolee aladiad oSy JUal) Jase o) clibal)
(Al AL dghie A& Gedamy cpd) G 2ae dlagY Aals s IS 1Y Al Anadd)
i Al Pla) Mie) adll e kel diee Cagha ) saee] Ll tdiail lea el cpa
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(bl gasiud Gl Ji Alee 568 Jranill Ll bl g ogine 8 Lehaad J8 bl
Gila) DA e 058 ey el cledgion b Aaat) cllly tdaid dala o adins
sagasall UL U Lgmpent 23 il

Cuaal) died L3l e 35a) aladl e 2an JS o Ao ysase dalias il g agie Jiay

! Jérome Gabillaud, SQL Server 2008: Administration d'une base de données avec SQL Server
Management Studio, eni éditions, France, 2009, pp 8 - 9.

2 Géraldine Graf, Julien Stern, Op-cit, pp 7 — 8.
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Source: Géraldine Graf, Julien Stern, Le CRM analytique Les outils d’analyse OLAP et le Data Mining,
le cadre du séminaire « Customer Relationship Management », Faculté des Sciences économiques et sociales
Université de Fribourg, le 26 avril 2008, p 9.
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! Géraldine Graf, Op-cit, p 08.
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JalSs ¢ (Cleaning) lilall 4565 @ gsad Alaall 8 (5 AN clshaalls (Knowledge Discovery)
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! Fabio A. Schreiber, Data warehouse e-knowledge discovery, departmento di elettronica e
informzione politecnico di Milano , 2000, (www.elet.polimi-it/upload/schreibe/dbmanagementsystems/
material/pdf) , p.3.
21GI Global, What is Data Mining, (www.igi-global.com/dictionary/data-mining/6763), 28/09/2014.
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! Jérome Chambard, Web Analytics, (www.dictionnaireduweb.com/web-analytics/), 05/04/2016.

357 Ua el oo ey e aa?
3 Gabriela Cohen, Intelligence d’ et les Logiciels a’ code source libre pour les PME, projet de recherche,
université de Québec, Montréal, 2009, P 4

.150 - 149 ua ua c@la e ¢ ily i gJL‘\jSL;“

43



Ol caliMe 5 dakasl Joa il JUY) I 5Y Juall)

IS e bl J< Gy ol Jalsill e Lagd ol Laill dall 68 of @
gl & Olaglaall paat (e ST L pe lisall laie Jadam ) (elal) Jalii g oc gl
Aage Glaslie JUe) axe s ¢ il

il pally Aale Aalaiall Juad e sheall )il jabadll JAY) Gy~

(Sl Jskaie e gadlly el Aalall sl Jasisall Al AR iy ai cang 1l =3
Aaalll Gl 183 dsla gyads - Ol Ay Jlall zlaall ASuldia 3y5ea (8 laangd iy
Mgkt 5 38 Badal) Al ) (o ey sl bl Dl

e i o) Aadiial) b (8he sanll Jalail) e sl st Jiady ALSsanl Juladl -2
Al ) Ly agipml A 2oy cagalels canjlacls cagiislics cagiliing caaslend (LBl aa
L el aay gl Cpealy S Aabiall Capd o) S cleliialy (AL lSsle Aaalas
oollS Lgahatinly (Ll e Ul dipae o 508 0sS o) cang Y (i) 3 agd
ey Aplad) Gllead) 7l sy Dad ¢ 50l Aeddy Glagally Gysadll 3 Birae DL A3
Jilas aasy o S WS cagibitiad L) Aadlly caallSis () Ela dadaiall
OSSOl cmg Slaglaall o3 e sliys il agilbdaiy (A Gl sl) Aexd s
Lo «oil B gl 1S 13 Lay 5iilly copanna AL sl lawy Jiias e 308 dalaial
HMagaling of e Al ALy leadll Loy sl oy ¢y g sl Sy cog s o (S s
Lo cdlidaill (ypl) Ble 3yl legphal WiSHe (all Aad apsi 05So sl Aad gl -3
e iy Bl Juadl e 35Sl sasanall aylse 3850 8 dabaiall el

sldad) 35000 i jleally claglaall b — Ll

Peh LS Ay gl) i) cllee (8 il g Gila i Ll sl GlBBle 3)ly) Al g
OUAS A sl Glle 5l el Aldatl) 5l law i laally clagleadl zhada) —1
1S5 clan 508 LSy aad) 2ny Lo ladtg ) Ay putl) Cilileall e sl gl bl Julasg
Jrendll Gl 1) AELeaYU ¢ oSN el Jua) el Gl s dmesall Cilasledl)

2% aladiuly ULl g agiee 8 deeadd) UL Jidaty o565 Gua AR Cllain) Juady

150 o b gy il s ol B
2 Byblice COOVI, Op-cit, p 93.

44



Ol caliMe 5 dakasl Joa il JUY) I 5Y Juall)

A5 Y sl Ble Byly) aladl adall ~lsd) Jia ag ol dilany) maliadl S bl
23 o BIUaily 3alsall ilibaaall audy Jilaty o383 o 585 WS ddiadle dphg AST Jaalds
bl Sy Lpulad dales i AN Gl zlaiu) Jdatl) @l Calide oS Cillarall
LSl ddeall (a3l Be 53] 85y ey pransis

il e (S LUl BlaY) plil Q) deeadl Adpeally Gloghed) s
salyys gomd Llaial Y 2gh Lee Aiagioall 3lsnd) o cleall cNAMS axdiidy ¢ adiliuY)
Playlly Alias ¢l Alaias) Ll (3 suad) dumn g Lny )
gelall s ALl laal a AEll skaddl (65 (el Clagles Jidad a2y 1RGN LAd) -2
Grsnll ¢ hadd (Says (Ll ddlide (5S5 a Jllaill pe lede Juantiall gilally L Aadaiall 48, susl
Alyghll i)l 8 andaly ciadaiall 538 3 Gyt cpdll L HLEAY uleall e 220 aladial
Jlaall Al ol e 5yla) @15n Ugh 5006 agadl Casd ol L e agliaty JaY)
DESIG cclailal) e el s andy Loy cdalaiall dlle 4605 010 (Al L5 alasin e)yaall
SO eV (e Bia s e 8 O (S Raliidl Lgile Jeant S 2 LY (e
jall 48 ymal loaiia Lilian) Silas il @il Jalas Jeds of oSas eilagiud) 408 Ja -3
Oo Qe haall Jalaill 138 mans cdilanyl Leollee s ULl degense & el oo
LS L leadlyis cGapadl) ddaiily (Glon¥) go Al o eyl dplad) Clihaily cllangial
JS ey Jumdl )i 3as) 8 Gpasad) aclis Al ALl 23l e degane Jady of oSa
LaY) okl o3 2ol o Sary i Adiia dai ) Alee gl Lida Ll z 350
ehaal) saclual Baasia z3la Gaguiill slale jshag $UadY) ()6 Ly 913 13k g3 (pe Al e
il s (Sl aladg cilegaall (Bhalie apanaiy ¢ ysuitll zygall )l Juadl Masl b
paal) latiall Glaser 5l 1S5 Do ld Jial yolatg (A85aall 5)ladl adlsal

! Alain Fernandez Nodesway, Op-cit, p 08.
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1 Pierre Desmet, Marketing Direct Concepts Et Méthodes, 3°™¢ édition, Dunonds, Paris, France, 2005, p 5.
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1 René Lefébure, Gilles Venturi, Op-cit, p 156.
2 Pierre Desmet, Op-cit, p 06.
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! Erick Leroux, Management des Forces de Vente, Vuibert, France, 2009, p p 213- 214.
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4 Thomas Stenger et Stéphane Bourliataux-Lajoinie, e-Marketing & e-Commerce Concepts, Outils,
Pratiques, Dunod, France, 2011, p p 254 - 260.
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! Vincent Royaix, Eric Rublé, Op -cit, p 10.
2 Byblice COOVI, Op-cit, pp 96 - 97
3 Vincent Royaix, Eric Rublé, Op-cit, p p 06 — 07.
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4.158.518 | 4.100.982 | 3.404.709 | 3.267.592 | 3.098.787 | 3.138.914 | 3.173.301 | 3.202.794
zsis!

%51.41 %53.45 %45.74 %45.61 %43.58 %44.86 %48.15 %45.83
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19.239.448 | 21.592.862 | 24.227.985 | 16.684.697 | 8.509.053 308.019 3G
20.624.452 | 9.867.671 | 1.464.634 // // // 4G
51.490.146 | 45.845.665 | 45.817.846 | 43.390.965 | 43.298.174 | 39.630.347 £saaall
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ITU %0.2 31,795,500 50,000 2000
ITu %S5.8 33,033,546 1,920,000 2005
ITu %7.3 33,506,567 2,460,000 2007
ITU %10.4 33,769,669 3,500,000 2008
ITU %12.0 34,178,188 4,100,000 2007
ITu %13.6 34,586,184 4,700,000 2010
WS %14.0 37,367,226 5,230,000 2012
ITuY %16.0 38.813.722 6.404.264 2013
ITu %17.2 38,813,722 6,669,927 2014
WS %27.8 39,542,166 11,000,000 2015
WS %37.3 40,263,711 15,000,000 2016
WS %45.2 41.063.753 18.580.000 2017
TWS %59.6 42.679.018 25.428.159 2019

Source: Internet world stats: Usage and Population Statistics, Algerian Internet Usage and Population
Growth (www.internetworldstats.com/af/dz.htm), 07/01/2020.
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