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The Role of Digital Marketing in Enhancing Service Quality in Economic

Institutions: A Descriptive Study on the Algérie Télécom Website

Abstract: This research aims to highlight the role of digital marketing in improving service
quality within economic institutions, through a descriptive study on the case of Algérie
Télécom. The study comes in the context of ongoing transformations in the Algerian market
and increasing competition, which require institutions to adopt effective digital tools to
strengthen their relationship with customers. The central issue lies in understanding the extent
to which digital marketing affects the quality of services provided—particularly in terms of
reliability, responsiveness, empathy, assurance, and tangibility. A descriptive-analytical
approach was adopted, supported by a field study involving users of Algérie Télécom services
in the Wilaya of Djelfa. The results revealed that the institution's use of digital platforms such
as its official website, the “My Idoom” application, and electronic payment services has
significantly contributed to enhancing the customer experience, facilitating access to services,
and increasing satisfaction and trust. The study further emphasized that the effective use of
digital marketing serves as a strategic tool for improving service quality and strengthening
competitiveness in the market.

Keywords: Digital Marketing, Service Quality, Economic Institutions, Customer Satisfaction,
Algérie Télécom, Digital Transformation, Digital Services

JEL Classification: M31, L86, L96, 0O33.
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