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Abstract :

This study aims to measure the impact of information and communication
technology (ICT) in enhancing the effectiveness of customer relationship
management (CRM) at algeria telecom, through a case study of the mila
commercial agency. The study adopted the descriptive-analytical approach for
the theoretical aspect and the quantitative approach for the applied aspect. to
achieve the objectives of the study, a survey was conducted on a purposive
sample consisting of 30 employees from algeria telecom mila commercial
agency.

The study concluded that there is a very strong and comprehensive positive
relationship between information and communication technology, as an
integrated system, and the effectiveness of customer relationship management
within the agency. The findings revealed that material resources, software,
communication networks, databases, and human resources all contribute
significantly to enhancing the effectiveness of customer relationship
management.

The study suggested the necessity of strengthening the digital
transformation within the agency by accelerating the digitization of the services
provided, in addition to supporting information security measures within the
organization to protect customer data and ensure the continuity of service
without interruption or loss of information.

Keywords : Information and Communication Technology, Effectiveness,
Customer Relationship Management, Algeria Telecom Mila Agency.
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