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Abstract :

The study examined the impact of the interactive nature of e-marketing on
jumia.dz e-store users' loyalty, with the main objective of highlighting the
relationship between the interactive dimensions of e-marketing and the final

consumer loyalty.

For the purpose of the study, the analytical descriptive curriculum was
used by forming the theoretical framework for the study's variables, thereby
relying on the questionnaire as a data collection tool. To this end, an electronic
guestionnaire was distributed to a simple random sample across various
electronic platforms, where we obtained 394 samples from jumia.dz e-store

users.
The study reached a set of results, the most important of which are:

— The impact of the interactive dimensions of accredited e-marketing (site
quality, trust, personalization, two—way communication, commitment) on
the loyalty of Jumia Algeria's users.

— There are differences in the demographic characteristics of Jumia
Algeria's users over their loyalty to their income, their level of education,
their duration of interaction with the site, while there are no differences in
their gender and age.

Based on the findings, we have presented a set of recommendations and
suggestions, which we hope will help organizations that rely on e—marketing in
general and Jumia in particular in gaining the loyalty of their users and
improving the relationship with them.

Keywords: final consumer, consumer loyalty, e—marketing, interactive e-

marketing, relationship management, Jumia Algiers.
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Reliability Statistics
Cronbach's Alpha | N of Items
.952 23
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Reliability Statistics
Cronbach's Alpha | N of ltems
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Reliability Statistics
Cronbach's Alpha | N of ltems
.965 31
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Reliability Statistics
Cronbach's Alpha | N of ltems
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Reliability Statistics
Cronbach's
Alpha N of ltems
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5
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Reliability Statistics
Cronbach's Alpha | N of ltems
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Reliability Statistics
Cronbach's Alpha | N of ltems
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Reliability Statistics
Cronbach's Alpha | N of ltems

.849 5

259



Olsiedld ARl Sl il :(04) ) galal)
Ja¥) ) el ARIAY GladY) cilaa

Correlations

J¥) osaall | 02a8,55kall | 028,35 5kall | 03,5 kall | 04485 kall
Js¥ saad) Pearson 1 680" 744" 738" 672"
Correlation
Sig. (2-tailed) .000 .000 .000 .000
N 394 394 394 394 394
0168, 3l Pearson 680" 1 800" 501" 270"
Correlation
Sig. (2-tailed) .000 .000 .000 .000
N 394 394 394 394 394
02485 3 sl Pearson 744" 800" 1 688" 413"
Correlation
Sig. (2-tailed) .000 .000 .000 .000
N 394 394 394 394 394
03, sl Pearson 738" 501" 688" 1 676"
Correlation
Sig. (2-tailed) .000 .000 .000 .000
N 394 394 394 394 394
045 3 sl Pearson 672" 270" 413" 676" 1
Correlation
Sig. (2-tailed) .000 .000 .000 .000
N 394 394 394 394 394

**_Correlation is significant at the 0.01 level (2-tailed).
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Correlations

ol
IS 02a8,5,50al | 02a8) 3 kall | 0385 kall | 0448, 3 ksl | 058 3 ksl
Js¥1 el Pearson 1 658" 610" 648" 668" 663"
Correlation
Sig. (2-tailed) .000 .000 .000 .000 .000
N 394 394 394 394 394 394
0185 kall Pearson 658~ 1 667" 4427 366" 348"
Correlation
Sig. (2-tailed) | .000 .000 .000 .000 .000
N 394 394 394 394 394 394
024853 Lal) Pearson 610" 667" 1 692" 416" 2797
Correlation
Sig. (2-tailed) | .000 .000 .000 .000 .000
N 394 394 394 394 394 394
0348 3Ll Pearson 648" 4427 692" 1 660" 396"
Correlation
Sig. (2-tailed) | .000 .000 .000 .000 .000
N 394 394 394 394 394 394
04485 Lall Pearson 668~ 366" 416" 660" 1 704"
Correlation
Sig. (2-tailed) | .000 .000 .000 .000 .000
N 394 394 394 394 394 394
0565 3 bl Pearson 663" 348" 279" 396" 704" 1
Correlation
Sig. (2-tailed) | .000 .000 .000 .000 .000
N 394 394 394 394 394 394

**_Correlation is significant at the 0.01 level (2-tailed).
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G Dlall 408

Correlations

¥ pssall | 01a8,3 k) | 02:8,3 k) | 03,3 kall | 04pd, 5l
JsY) saall Pearson 1 677" 693" 703" 637"
Correlation
Sig. (2-tailed) .000 .000 .000 .000
N 394 394 394 394 394
0168, 5 sl Pearson 677" 1 686" 4147 233"
Correlation
Sig. (2-tailed) .000 .000 .000 .000
N 394 394 394 394 394
0255 jlual) Pearson 693" 686" 1 651" 349"
Correlation
Sig. (2-tailed) .000 .000 .000 .000
N 394 394 394 394 394
038, 5_kall Pearson 703" 4147 651" 1 580"
Correlation
Sig. (2-tailed) .000 .000 .000 .000
N 394 394 394 394 394
04485 Lall Pearson 637" 233" 349" 580" 1
Correlation
Sig. (2-tailed) .000 .000 .000 .000
N 394 394 394 394 394

**_Correlation is significant at the 0.01 level (2-tailed).
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Correlations

) sadll 018 slall | 0258, 5ylall | 0328, 5ylall | 0408, 35kall | 058, 3Ll
U
Js¥1 el Pearson 1 668" 798" 803" 737" 737"
Correlation
Sig. (2-tailed) .000 .000 .000 .000 .000
N 394 394 394 394 394 394
iy et Pearson 668" 1 823" 543" 309" 320"
Correlation
Sig. (2-tailed) | .000 .000 .000 .000 .000
N 394 394 394 394 394 394
028 3t Pearson 798" | 823" 1 744" 486" 457"
Correlation
Sig. (2-tailed) | .000 .000 .000 .000 .000
N 394 394 394 394 394 394
0368 3yt Pearson 803" | 543" 744" 1 745" 582"
Correlation
Sig. (2-tailed) | .000 .000 .000 .000 .000
N 394 394 394 394 394 394
gasis et Pearson 737" 309" 486" 745" 1 712"
Correlation
Sig. (2-tailed) | .000 .000 .000 .000 .000
N 394 394 394 394 394 394
056 &bl Pearson 737" | 3207 457" 582" 712" 1
Correlation
Sig. (2-tailed) | .000 .000 .000 .000 .000
N 394 394 394 394 394 394

**_Correlation is significant at the 0.01 level (2-tailed).
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sl 08 kel | 028, 8)kall | 0348, 55kl | 048, 55kl | 0548, 5)lall
Y
Js¥1 el Pearson 1 706" 712" 701" 7517 678"
Correlation
Sig. (2-tailed) .000 .000 .000 .000 .000
N 394 394 394 394 394 394
iy Bl Pearson 706" 1 702" 474" 446" 464"
Correlation
Sig. (2-tailed) | .000 .000 .000 .000 .000
N 394 394 394 394 394 394
028 3t Pearson 712" | 702" 1 693" 512" 360"
Correlation
Sig. (2-tailed) | .000 .000 .000 .000 .000
N 394 394 394 394 394 394
0368 3yt Pearson 701" | 474" 693" 1 681" 383"
Correlation
Sig. (2-tailed) | .000 .000 .000 .000 .000
N 394 394 394 394 394 394
WAy Bl Pearson 751" | 448" 512" 681" 1 618"
Correlation
Sig. (2-tailed) | .000 .000 .000 .000 .000
N 394 394 394 394 394 394
056 &bl Pearson 678" | 464" 360" 383" 618" 1
Correlation
Sig. (2-tailed) | .000 .000 .000 .000 .000
N 394 394 394 394 394 394

**_Correlation is significant at the 0.01 level (2-tailed).

264




G Dlall 408

B jgaal) clal SR BLasY) qlaa

Correlations

Sl | 0168, aadl | 0248 5)luxl)| 0348 55all | 040, )l | 0548 854al) | 0658 kel | 0748 8)leel) | 08,8, 55452
Sall
Sl sl Pearson 1 659" .804" 823" 784" 780" 744" 728" 674"
Correlation
Sig. (2-tailed) .000 .000 .000 .000 .000 .000 .000 .000
N 394 394 394 394 394 394 394 394 394
0165, 3t Pearson |.659" 1 826" 521" 312" 267" .293" 336" .330"
Correlation
Sig. (2-tailed) | .000 .000 .000 .000 .000 .000 .000 .000
N 394 394 394 394 394 394 394 394 394
0265 3t Pearson |.804" | .826" 1 775" 514" 415" .388" 430" 415"
Correlation
Sig. (2-tailed) | .000 .000 .000 .000 .000 .000 .000 .000
N 394 394 394 394 394 394 394 394 394
0365 3t Pearson |.823" | .521" 775" 1 767" 574" 427" 427" 408"
Correlation
Sig. (2-tailed) | .000 .000 .000 .000 .000 .000 .000 .000
N 394 394 394 394 394 394 394 394 394
0465 3t Pearson |.784" | .312" 514" 767" 1 746" 521" 406" 428"
Correlation
Sig. (2-tailed) | .000 .000 .000 .000 .000 .000 .000 .000
N 394 394 394 394 394 394 394 394 394
03565 3t Pearson |.780" | .267" 415" 574" 746" 1 729" 525" 449"
Correlation
Sig. (2-tailed) | .000 .000 .000 .000 .000 .000 .000 .000
N 394 394 394 394 394 394 394 394 394
065 3 Pearson |.744" | .293" .388" 427" 521" 729" 1 706" 448"
Correlation
Sig. (2-tailed) | .000 .000 .000 .000 .000 .000 .000 .000
N 394 394 394 394 394 394 394 394 394
0768 3t Pearson |.728" | 336" | 430" | 427" | 406" | 5257 | .706" 1 601"
Correlation
Sig. (2-tailed) | .000 .000 .000 .000 .000 .000 .000 .000
N 394 394 394 394 394 394 394 394 394
085, 3t Pearson |.674" | 330" | 415" | .408" | 428" | 449" | 448" | 601" 1
Correlation
Sig. (2-tailed) | .000 .000 .000 .000 .000 .000 .000 .000
N 394 394 394 394 394 394 394 394 394

**_Correlation is significant at the 0.01 level (2-tailed).
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Obledd pelaldsl] g o i) @ilis :(05) a8y (salal)
S daall mdalin) g o) giY) Jalaa

Statistics
JY1 ae)
N Valid 394
Missing 0
Skewness -.894
Std. Error of Skewness 123
Kurtosis -.161
Std. Error of Kurtosis .245
() daall pealdsl) g o) iY) Jalas
Statistics
i | VAR
N Valid 394
Missing 0
Skewness -.713
Std. Error of Skewness .123
Kurtosis -.262
Std. Error of Kurtosis .245
GullAl) am ol edald) g ¢ gAY Jalaa
Statistics
Sl aad)
N Valid 394
Missing 0
Skewness -.695
Std. Error of Skewness 123
Kurtosis -.369
Std. Error of Kurtosis .245
e
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2 all pedalil] g ¢ i Jalaa

Statistics
&l 2l

N Valid 394

Missing 0
Skewness -.506
Std. Error of Skewness 123
Kurtosis -.953
Std. Error of Kurtosis .245

ual &) sall el g o giY) Jalaa

Statistics
Calal) aell
N Valid 394
Missing 0
Skewness -.656
Std. Error of Skewness 123
Kurtosis -.435
Std. Error of Kurtosis .245
SN saall ehaldtl) g o1 iY) Jalacs
Statistics
JsY sl
N Valid 394
Missing 0
Skewness =772
Std. Error of Skewness 123
Kurtosis -.406
Std. Error of Kurtosis .245
e
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AN gaall il g o) gAY Jalaa

Statistics
S sl
N Valid 394
Missing 0
Skewness -.703
Std. Error of Skewness 123
Kurtosis -.557
Std. Error of Kurtosis .245

JSS (lastedl) palil) g g i) Jalaa

Statistics
JSS i)
N Valid 394
Missing 0
Skewness -.761
Std. Error of Skewness .123
Kurtosis -.446
Std. Error of Kurtosis .245

daddll Jailadl) cuws Al de a8 @l 1(06) A8, salal
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caiall
Pourcentage Pourcentage
Fréquence Pourcentage valide cumulé
Valide U8 213 54,1 54,1 54,1
il 181 45,9 45,9 100,0
Total 394 100,0 100,0
Syl
Pourcentage Pourcentage
Fréquence Pourcentage valide cumulé
Valide | 430118 &< 109 27,7 27,7 27,7
440 1) 30 o= 192 48,7 48,7 76,4
4. 50 1) 40 o= 58 14,7 14,7 91,1
4 50 e I 35 8,9 8,9 100,0
Total 394 100,0 100,0
e




‘,.4,,\1:."4} & Ssal)
Pourcentage Pourcentage
Fréquence Pourcentage valide cumulé
Valide | sl o il 21 5,3 53 5,3
g5 81 20,6 20,6 25,9
P 241 61,2 61,2 87,1
Lle cilul 51 12,9 12,9 100,0
Total 394 100,0 100,0
JAA (5 e
Pourcentage Pourcentage
Fréquence Pourcentage valide cumulé
Valide z220000 ! 0 ¢ 51 12,9 12,9 12,9
7240000 ! 20001 ¢ 192 48,7 48,7 61,7
z2 60000 ! 40001 - 31 7,9 7,9 69,5
z2 60001 ¢ S| 120 30,5 30,5 100,0
Total 394 100,0 100,0
B sal) aa Julad 5aa
Cumulative
Frequency Percent Valid Percent Percent
Valid s e 8 112 28.4 28.4 28.4
O A & e 143 36.3 36.3 64.7
G g SO ) i (e 91 23.1 23.1 87.8
S pins G o K] 48 12.2 12.2 100.0
Total 394 100.0 100.0
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Obsiea) chlad iy bl s Laal) gilii :(07) ad) (salal
SV ) bl ) ,Sitlg dsba gl s Laal)

Statistics
0148 3kl 0243 3)lual) 0358, 5,lall 0443, 5Ll
N Valid 394 394 394 394
Missing 0 0 0 0
Mean 3.63 3.67 3.71 3.64
Std. Deviation 1.051 1.015 1.009 1.018

N ) il ci)silly Ldaagl) g Lany)

Statistics
0143, 3)ball 0253, 3)ball 0343, 3)ball 0453, 3)Lall 0548, 3)ball
N Valid 394 394 394 394 394
Missing 0 0 0 0 0
Mean 3.59 3.44 3.47 3.55 3.48
Std. Deviation 1.023 1.055 1.073 1.065 1.080
Gl aaad) cfylaad ) Sillg Andiagl) ile Laa)
Statistics
018, 3Ll 0243, 3Ll 033, 3Ll 0453, 3Ll
N Valid 394 394 394 394
Missing 0 0 0 0
Mean 3.53 3.50 3.55 3.52
Std. Deviation 1.096 1.078 1.072 1.078
bl anal) claad @) Kl dsdiagl) @il Laal)
Statistics
0168, 3yl 0248, 3yl 034, 3)lall 048, 3)lll 058, 3yl
N Valid 394 394 394 394 394
Missing 0 0 0 0 0
Mean 3.30 3.30 3.33 3.44 3.47
Std. Deviation 1.303 1.211 1.160 1.109 1.073
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el aaal) Lt ufy),€illy Asduagl) e laay)

Statistics
0148, 3)lll 024, 3yl 0368, 3yl 0448, 3)ll 054, 3)laall
N Valid 394 394 394 394 394
Missing 0 0 0 0 0
Mean 3.50 3.52 3.51 3.56 3.55
Std. Deviation 1.068 1.085 1.007 1.055 1.139

AU gaal) cjlal cfsilly Liuagl) s Laal)

Statistics
N
Valid Missing Mean Std. Deviation
0148, 3)lual 394 0 3.40 1.211
0248 55l 394 0 3.37 1.227
0348 55l 394 0 3.44 1.195
0448 5,ll) 394 0 3.50 1.160
0548 55l 394 0 3.49 1.153
0648 5,1l 394 0 3.50 1.135
0748 55l 394 0 3.65 1.052
0843, 5,0l 394 0 3.66 1.140

sbaally AadU ddagl) cisLasy)

Statistics
N
Valid Missing Mean Std. Deviation
JsYl 2=l 394 0 3.6599 .83621
e 394 0 3.5061 .81887
A aall 394 0 3.5228 .84678
&I 2l 394 0 3.3685 .94996
sl 2l 394 0 3.5269 .84633
I sadl 394 0 3.5169 75583
Gl sl 394 0 3.5025 .86950
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A e i) Lz dl Lad) gl 1(08) o) salal

Model Summary

Adjusted R Std. Error of the
Model R R Square Square Estimate
1 .764°% .584 .583 .56139
a. Predictors: (Constant), Js¥) 2l
ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 173.579 1 173.579 550.760 .000°
Residual 123.544 392 315
Total 297.122 393
a. Dependent Variable: 4 sl
b. Predictors: (Constant), Js¥!
Coefficients?®
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) .594 127 4.671 .000
JsY) aad) 795 .034 764 23.468 .000

a. Dependent Variable: G sl
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400N Lo i) A jdl) LA @il 1(09) ad) (galall

Model Summary
Adjusted R Std. Error of the
Model R R Square Square Estimate

1 776 .602 .601 .54892

a. Predictors: (Constant), Gl 2l

ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 179.008 1 179.008 594.096 .000"
Residual 118.114 392 .301
Total 297.122 393
a. Dependent Variable: S sl
b. Predictors: (Constant), &l 2=l

Coefficients?

Standardized

Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) .613 122 5.034 .000
() el .824 .034 776 24.374 .000

a. Dependent Variable: G/ _ sxo/
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AN Ao i) Lpapdl) 80 @il (10) o) galal

Model Summary

Adjusted R Std. Error of the
Model R R Square Square Estimate
1 770° .593 .592 .55509

a. Predictors: (Constant), <&l all

ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 176.338 1 176.338 572.293 .000"
Residual 120.785 392 .308
Total 297.122 393
a. Dependent Variable: S ) sl
b. Predictors: (Constant), <all a )

Coefficients?®
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) .716 .120 5.975 .000
e | 791 .033 770 23.923 .000
a. Dependent Variable; S ) sl
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Al Ll i) JLad) @il 1(11) @) Gl

Model Summary

Adjusted R Std. Error of the
Model R R Square Square Estimate
1 .855% 732 731 45103
a. Predictors: (Constant), &l 2l
ANOVA?
Model Sum of Squares df Mean Square F Sig.
Regression 217.378 1 217.378 1068.569 .000"
Residual 79.744 392 .203
Total 297.122 393
a. Dependent Variable: 4 sl
b. Predictors: (Constant), !V =l
Coefficients?®
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
(Constant) .865 .084 10.324 .000
&N 2l .783 .024 .855 32.689 .000

a. Dependent Variable: S sl
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Aal i) Ao i) Auda il LS guilii 1(12) ady (3alal

G Dlall 408

Model Summary
Adjusted R Std. Error of the
Model R R Square Square Estimate
1 .871° .759 .758 42730
a. Predictors: (Constant), gslall aa)
ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 225.547 1 225.547 1235.272 .000"
Residual 71.575 392 .183
Total 297.122 393
a. Dependent Variable: G sl
b. Predictors: (Constant), g«tall )
Coefficients?®
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
(Constant) .346 .092 3.741 .000
sl 2l .895 .025 .871 35.146 .000

a. Dependent Variable: S8 ) sl
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A Lol A jdl) s il 1(13) a8) galal)

Model Summary”

Adjusted R Std. Error of the
Model R R Square Square Estimate
1 .929° .863 .861 .32383

a. Predictors: (Constant), gl sl Gl aadl | S asall I 681 2l | Gualad) sadl

b. Dependent Variable: G sl

G Dlall 408

ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 256.435 5 51.287 489.079 .000"
Residual 40.687 388 .105
Total 297.122 393

a. Dependent Variable: G sl

b. Predictors: (Constant), sl asall Gl aadl | SE sl I8 2l Gualad) sadl)

Coefficients?

Unstandardized Standardized
Coefficients Coefficients Correlations
Model B Std. Error Beta t Sig.  |Zero-order | Partial Part
1 |(Constant) -.096 .085 -1.127 .261
JsY) aedl .077 .033 .074 2.325 .021 764 417 .044
Sl i .156 .032 147 4.869 .000 776 .240 .091
Gllil) 2=l .097 .032 .094 2.995 .003 770 .150 .056
&Y =l .288 .035 314 8.275 .000 .855 .387 .155
oslal) =) 414 .036 .403 11.615 .000 .871 .508 .218

a. Dependent Variable: G sl
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T Agungdyl) Al LA il £(14) o 3alal

omind) e a1 15 A ) Ay A1) -

Group Statistics

G Dlall 408

OSlgiuall uia N Mean Std. Deviation | Std. Error Mean
S gl 83 213 3.5293 .86757 .05944
Sl 181 3.4710 .87313 .06490
Independent Samples Test

Levene's Test for

Equality of
Variances t-test for Equality of Means
95% Confidence
Interval of the
Sig. (2- | Mean |Std. Error Difference
F Sig. t df tailed) |Difference [Difference | Lower | Upper -
BESY Equal .024 .878 |[.663 | 392 .508 .05835 .08796 |-.11459 |.23129
Sal variances
assumed
Equal .663 [381.020| .508 .05835 .08801 |-.11470 |.23139
variances not
assumed
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Crall e a1 AGEN Ao R dpa il

ANOVA
S )
Sum of Squares df Mean Square F Sig.
Between Groups 5.437 3 1.812 2.423 .065
Within Groups 291.686 390 .748
Total 297.122 393
Multiple Comparisons
Dependent Variable: ) sl
LSD
Mean Difference 95% Confidence Interval
(1) coSlgtivsall (g | (J) OuSleiasall Gpus (-9 Std. Error Sig. Lower Bound | Upper Bound
430118 s« | 440 130 -.23156 .10372 .026 -.4355 -.0276
4. 50 N 40 (s -.09542 .14056 498 -.3718 .1809
4w 50 e S .08303 .16802 .621 -.2473 4134
4,40 N30« | 230018 23156 .10372 .026 .0276 4355
4. 50 1 40 o .13614 .12958 .294 -.1186 .3909
i 50 e S 31458 .15895 .049 .0021 6271
4.50 Y40 o« | 230118 .09542 .14056 .498 -.1809 .3718
440 1) 30 o -.13614 .12958 .294 -.3909 .1186
4w 50 (e S .17845 .18511 .336 -.1855 .5424
4w 5O e S 430 I 18 (s -.08303 .16802 .621 -.4134 .2473
440 1) 30 o= -.31458 .15895 .049 -.6271 -.0021
4. 50 1) 40 o= -.17845 .18511 .336 -.5424 .1855

*. The mean difference is significant at the 0.05 level.

279




M\@M\Jﬁﬁa%:mﬂl\%ﬁﬂ‘@ﬂ‘-

ANOVA
Sl
Sum of Squares Df Mean Square F Sig.
Between Groups 28.827 3 9.609 13.968 .000
Within Groups 268.296 390 .688
Total 297.122 393

Multiple Comparisons

Dependent Variable: Sl sl

LSD
Mean 95% Confidence Interval
(1) el (5 sisall (J) (oeaadl (5 shnall Difference (I-
CrSlgtuall OSlgiunall J) Std. Error | Sig.  |Lower Bound |Upper Bound

s e Jil @5 23457 20311 249 -.1648 6339
=l -.43776 .18872 .021 -.8088 -.0667
Lle cilul o -.25490 .21505 .237 -.6777 .1679
. 5 e Jil -.23457 20311 249 -.6339 1648
=l -.67233 .10653 .000 -.8818 -.4629
Lo il o -.48947 14826 .001 -.7810 -.1980
rala & s g Ji 43776 18872 .021 .0667 .8088
s 67233 .10653 .000 4629 .8818
Lle alal .18286 .12784 .153 -.0685 4342
U bl 5 s (e il .25490 .21505 .237 -.1679 6777
s 48947 .14826 .001 .1980 .7810
(el -.18286 12784 153 -.4342 .0685

*. The mean difference is significant at the 0.05 level.
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ANOVA
S )
Sum of Squares df Mean Square F Sig.
Between Groups 9.930 3 3.310 4.495 .004
Within Groups 287.193 390 .736
Total 297.122 393

Multiple Comparisons

Dependent Variable: Sl sl

LSD
Mean 95% Confidence Interval
(1) oSlginall J23 (g 5ian | (J) 0Slginall J22 5 5l |Difference (I-J) | Std. Error Sig. Lower Bound |Upper Bound
z220000 V0 3« | 40000 () 20001 ¢ -.31009" 13518 .022 -5759 -.0443
o
60000 ! 40001 ¢ .10555 .19543 .589 -.2787 .4898
o
260001 < | -.38444" 14344 .008 -.6665 -.1024
40000 (! 20001 &« | 220000 I 0 ¢ .31009" .13518 .022 0443 5759
) 60000 ! 40001 ¢ 41564 .16610 .013 .0891 7422
o
260001 < | -.07435 .09986 457 -.2707 1220
60000 ! 40001 = 220000 ) 0 ¢ -.10555 .19543 .589 -.4898 .2787
) 40000 I 20001 ¢ -.41564" .16610 .013 -.7422 -.0891
o
260001 < | -.48999" 17289 .005 -.8299 -.1501
2260001 e I 2220000 ) 0 ¢ .38444° 14344 | 008 1024 6665
40000 I 20001 = .07435 .09986 457 -.1220 .2707
o
60000 ! 40001 ¢« .48999" 17289 .005 1501 .8299
2

*. The mean difference is significant at the 0.05 level.
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Jaleil) Baa pidia s sdaldl) dos il A L8 -

ANOVA
Sl
Sum of Squares df Mean Square F Sig.
Between Groups 18.442 3 6.147 8.603 .000
Within Groups 278.680 390 .715
Total 297.122 393

Multiple Comparisons

Dependent Variable: Sl sl

LSD
Mean 95% Confidence Interval
(1) & oSlginall Jalaizan | (J) oo oSl Jaleisae | Difference (I-
el & sall J) Std. Error Sig. Lower Bound |Upper Bound
B e Ot Y A e -.43986' .10666 .000 -.6496 -.2302
Gl s SO ) (s (e -.54851° .11930 .000 -.7831 -.3140
il gias EDE e S -.39137 .14583 .008 -.6781 -.1047
O ) A e L e Bl 43986 .10666 .000 .2302 .6496
<l g SN ) (e (e -.10864 11335 | .338 -.3315 1142
il gias EDE e S .04850 .14101 731 -.2287 .3257
s D30 ) i e L g Ji 54851 .11930 .000 .3140 .7831
O ) A e .10864 11335 .338 -.1142 .3315
s & ya S 15714 .15080 .298 -.1393 4536
) i ED e i L (ye il 39137 .14583 .008 .1047 .6781
Ot (A A e -.04850 .14101 731 -.3257 .2287
Gl i S5 ) (s e -.15714 .15080 .298 -.4536 .1393

*. The mean difference is significant at the 0.05 level.

282




	Source: Richard L. Oliver, Satisfaction A Behavioral Perspective on the Consumer, McGraw Hill, NJ,  1997, P 394.
	20- Line Bergery, Qualité globale et tourisme, Economica, Paris, 2002.
	21- Michel Badoc, Bertrand Lavayssiere, e-Marketing de la banque et de l'assurance, édition d'organisation, Paris, 2003.
	22- P. Cotler, marketing management, Pearson, France, 2006, p 180.
	23- P.Kotler, B.Dubois, Marketing Management, 10ème edition, Publi-union, Paris, 2000.
	24- Payne Adrian, Handbook of CRM, Elsevier Linacre house, Great Britain, 2005.
	25- Philip Kotler, Bernard Dubois , Marketing Management, 12ème edition, Pearson, Paris , 2006.
	26- Philip Kotler, Bernard Dubois, Marketing Management, 9ème Edition, Publi union, Paris, 1998.
	27- Philip Kotler, Kevin Keller ,Delphine manceau, Marketing Management, 13ème édition, Pearson édition, Paris, 2009.
	28- Philip Kotler, Kevin Keller, Delphine Manceau, Marketing Management, 14"ème édition, Pearson, Paris, 2012.



