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Abstract:

This study aims to examine the impact of digital transformation on improving
customer relationship management (CRM) at Algérie Télécom, a public economic
enterprise striving to keep pace with rapid technological advancements. The analysis
focuses on the implementation of digital tools such as customer service applications,
electronic platforms, CRM systems, and the electronic recharge system.

To achieve the study’s objectives, data collected from the institution under study
were analyzed. The findings revealed that digital transformation has led to
significant improvements in various aspects of customer relationship management.
It has proven to be a fundamental pillar in enhancing service quality and customer
engagement—provided it is supported by a clear strategy that includes continuous
staff training, modernization of digital infrastructure, and increased customer
awareness, which is considered a central element in the success of such initiatives.

However, the study also highlighted several challenges, including insufficient
training in the use of digital tools, the ongoing need to upgrade technological
infrastructure, and the limited digital awareness among some customers.

Keywords:
Digital Transformation, Customer Relationship Management, Digital Strategies,
Customers, Algérie Telecom.
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