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Abstract:

The article aims to study the effect of the spoken word on customer
loyalty, to achieve this goal, we used the questionnaire as a study tool that
contains three axes, the first axis is devoted to the definition of the study
sample, while the second one was devoted to the paragraphs of the
independent variable represented in the spoken word, both traditional and
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electronic, as for the third axis, it was devoted to the paragraphs of the
dependent variable of loyalty of all kinds represented in cognitive,
behavioral and emotional loyalty.

After distributing the questionnaire to a sample of Mobilis customers
( 332 customers ) in the wilaya of Djelfa, and analyzed it through
appropriate statistical methods, we found an impact of the spoken word in
achieving customer loyalty.
Keywords: The spoken word; The electronic spoken word; Loyalty;
Customers.
Jel Classification Codes: M31, M39.
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