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Customer relationship management approach to achieve competitive
advantage

—A study of the situation of mobile operators in the state of Bechar —

Abstract: 7This working paper is studying the merits of the relationship
between customer relationship management and competitive advantage since

customer relationship management 1s considered as one of the important
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approaches to achieve competitive advantage of the enterprise. It aims directly to
demonstrate the extent to which enterprises are interested in the customer and to
manage the relationship with him to achieve excellence and leadership, as well as
the extent to which the client understands the enterprises’ efforts to consolidate the
relationship, which creates value for both the client and the enterprise. Achieving
those goals requires surrounding the theoretical side through a com]ore]]ensjve
survey of the most important concepts for each of customer relationship
management and the competitive advantage and their impact on each other. We
dropped those theoretical readings on the ground to come up with a study, which
pursued a descriptive and analytical approach, which uses the copy 21 of the Spss
application supported by the Likert's ladder. It relied on a questionnaire supported
by the front-line interview with mobile operators Djezzy; Mobilis; Ooredoo in an
effort to highlight the CRM features of its agencies in the state of Bechar.

The study concluded that while the customer is very important to be a
source of competitive advantage, local mobile operators have not yet exploited the
relationship management with their customers to achieve excellence. This is partly
due to the weak competitiveness of the sector, and what comes back to the
customer in itself ... so that it is stll in a position trying to approach him and get
closer to him.

Keywords: Customer Relationship management CRM, Competitive advantage,
Excellence and leadership, Personalization of offers, Strategic competitiveness
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