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Abstract :
Customer relationship management in today's world is increasingly linked to data
mining technologies, which offer powerful tools for analyzing large datasets and
extracting valuable patterns that help organizations understand customer behavior,
improve service quality, and increase satisfaction and loyalty. With the acceleration
of digital transformation, organizations are turning to intelligent systems that enable
more eftective targeting and interaction with their customers. This study explores
the contribution of data mining to the effectiveness of customer relationship
management at Algérie Télécom — Tlemcen agency. Using a descriptive analytical
approach and relying on field data collected through a questionnaire, the research
reveals that data mining supports strategic decision-making, customer segmentation,
and retention. In light of the growing importance of information systems, this

integration between data science and customer management represents a key pillar

for enhancing institutional performance.
Keywords: Data Mining, Customer Relationship Management (CRM),
Customer Behavior, Information Systems, Data Analysis, Strategic

Decision-Making
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Statistiques de fiabilité
Alpha de Nombre

Cronbach d'éléments

812 23

Statistiques
Liall
N Valide 50

Manqua 0

nt
Mode 2,00
Plage 1,00
Minimum 1,00
Maximum 2,00

iad)
Fréquenc Pourcenta Pourcentag Pourcentag
e ge e valide e cumulé
Valid <3 23 46,0 46,0 46,0
e enl 27 56,0 56,0 100,0
Total 50 100,0 100,0

89



@adlal) daild

Statistiques
el
N Valide 50
Manqua 0
nt
Mode 2,00
Plage 3,00
Minimum 1,00
Maximum 4,00
saad)
Fréequenc Pourcenta Pourcentag Pourcentag
e ge e valide e cumulé
Valid 25 Jd 10 20.00 20.00 20.00
e
35-25 15 30.00 34.00 54.00
45-35 11 22.00 22.00 76.00
45 < 14 28.00 28.00 100.00
Total 50 100,0 100,0
Statistiques
aalil]_(sgisal

N Valide 50
Manqua 0

nt
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Mode 4,00
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M\_@M\
Fréquenc Pourcenta Pourcentag Pourcentag
e ge e valide e cumulé
Valid S
e 14 28.00 28.00 28.00
il
10 20.00 20.00 48.00
e 10 20.00 20.00 68.00
oh,Z\SJ
16 32.00 32.00 100.00
Total 50 100.0 100.0
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PO
Fréquenc Pourcenta Pourcentag Pourcentag
e ge e valide e cumulé
Valid <l
e 13 26.00 26.00 26.00
Gladd
2 L
14 00.28 00.28 54.00
el
Dlsal
9 18.00 18.00 72.00
A
Gasedl
5 10.00 10.00 82.00
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=l 9 18.00 18.00 100.00

Corrélations

g._\.._xa_'\'.'\ e @\Jl

el Sl
bl cues Corrélation 1 ,719
de Pearson
Sig. 0.036
(bilatérale)
N 50 50

ALyl wle 5yl0) Corrélation  0.719 1

de Pearson
Sig. 0.036
(bilatérale)
N 50 50
Modele Somme des Ddl Carré moyen F Sig.
carrés

Régressio, 165.04 1 41.260 79.90 0,000a
Student 171.69 136 0,516
Total 337.00 136
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Cdhh PRI PRES
Gilaall el e
Glawall cuann  Corrélation 1 ,893
de Pearson
Sig. 0.001
(bilatérale)
50 50
a2 e wleaa Corrélation  0.893 1
de Pearson
Sig. 0.001
(bilaterale)
50 50
ANOVA
Modéle Somme des Dd| Carré moyen F Sig.
m—
Student 145.49 152 96.850 0.000°
Total 245.00 152 0.463
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