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Summery:

Given the extreme importance of the customer to the success of the institution
in light of the changes and developments witnessed by the market from very
Iintense competition, this is what motivated the institution to take care of its
relations with the customer in order to build good relations with him for the
longest possible period of time as well as trying to maintain him and learn
about his various needs, making the institution valuable for him and achieving
his satisfaction with steady steps to gain his trust and consequently reaching
what is called loyalty, and this is what guarantees for her to achieve her goals
and her profits.

All of these matters improve the institution's image vis-a-vis its customers and
activate its relations with them using the CRM systems.as an effective method

that facilitates the process of communication with customers, which makes




them in the future a base of faithful customers.who have a distinguished
relationship with the institution.

So the institution gains a competitive advantage as well as gain promoter of its
products. In the end, it has been found that the Algerian Communication
Corporation, Mostaganem branch, despite its adoption of some principles of
marketing in relationships as an essential source.its impact contributes in
achieving a competitive advantage for the institution, thus enhancing its
position in the market as a distinct competitor from the rest.of the contestants
only she doesn’t apply CRM systems.
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Taux de rétention

Nombre de clients conservés sur une periode donnée y
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Vvce

Vvc: La valeur a vie du client

pt: Prix payé par le client au temps t

ct: Cout direct du service au client au temps t

rt. Probabilité que le client repére son achat ou taux de rétention au temps t
CA: Cout d’acquisition du client

i: Taux d’actualisation ou cout du capital pour ’entreprise

T Horizon temporel pour estimer la valeur a vie du client
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