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Abstract:

This study aims to know the role of e-marketing in improving customer service, by dropping
the study on Algeria Telecom, Biskra branch, in order to identify e-marketing in the agency and
show its role in serving the customer (the customer) by helping him and listening to his views,
as The descriptive approach was relied on in the theoretical aspect of the study, and the
analytical approach in the field aspect, through the use of the SPSS statistical program. The first
and third main hypotheses and the rejection of the second hypothesis.

The researcher used the simple regression coefficient and the correlation coefficient R and R2,
in addition to the frequencies and arithmetic means in analyzing the data under study.

This study ended with a number of recommendations, the most important of which are: the need
to work on adjusting the prices of services so that they become accessible to customers, interest
in responding quickly to customers’ inquiries by phone or electronically via its website because
it has a significant impact on the company’s reputation, the need to work on building a strong



relationship between it and the customer In order to gain his long-term satisfaction, work to
provide full information about the products you are promoting online.

Key words:
E-marketing, customer service, marketing mix.
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