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Abstract:thisstudyaims to find out the importance of customerrelationship management in 
achievingqualityinsurance service in the Algerian Company for Insurance and Reinsurance LA 
CAAR agencyTebessa, and estimate the level of assessment of itscustomers for the quality of 
services provided to them, based on an interview with the head of the marketing department by 
proxy, and the distribution of a questionnaire on enterprisecustomersrelying on the model 
indicators' Servperfactress in: tangibility, reliability, responsiveness, security and empathy. 
The study results showed that the agency relies on the four dimensions of customer relationship 
management, making the level of evaluating the quality of its services to its customers high. With a 
difference in the relative importance of the dimensions of which the bank evaluates the quality of 
captions, service level, and the existence of a fundamental difference in the relative weight of the 
dimensions of managing relationships with customers. 
Keywords: customer relationship management, service quality, model Servperf, insurance service, 
the company Algerian Insurance and Reinsurance. 
 
Jel Classification Codes: L15 ; M31. 
 
 

_____ ____

*
zaidi.abdeldjabar@univ-ouargla.dz

mailto:zaidi.abdeldjabar@univ-ouargla.dz
mailto:zaidi.abdeldjabar@univ-ouargla.dz
mailto:kirammouna@yahoo.fr
mailto:kirammouna@yahoo.fr
mailto:zaidi.abdeldjabar@univ-ouargla.dz
mailto:zaidi.abdeldjabar@univ-ouargla.dz


 

 

 
- 218 -  

(Buerenetal, 

2004)

(Wahabetal, 2002; Krasnikovetal, 2009)(Gebertetal, 2002)

 

-LA CAAR–

LA 

CAAR

 LA CAAR

 LA CAAR

 LA CAAR

 LA CAAR

 

 LA CAAR

 LA CAAR

 LA CAAR

 LA CAAR

 LA CAAR



________________________________________ PPIISSSSNN::EEIISSSSNN_________

 

 

 
- 219 - 

 

 

LA CAAR 

 

 Ali Falah Al-zoubi1,2016))
2

 (CRM)

 (Sangeetha,2017 )

 

CRM

B2B Marketing



 

 

 
- 220 -  

Dorf &Rogers,PrpperCRM

Mohammad Jeff

Payne

CRMJones & Richards

Sin et alCRM

CRMCRM

CRM

CRMKrass

CRM

CKM

CRM

CKM



________________________________________ PPIISSSSNN::EEIISSSSNN_________

 

 

 
- 221 - 

CRM

CRM



 

 

 
- 222 -  

parasuraman



________________________________________ PPIISSSSNN::EEIISSSSNN_________

 

 

 
- 223 - 

CLV

CRM



 

 

 
- 224 -  

CRM

CRM

LA CAAR 

LA CAAR

 LA CAAR

 



________________________________________ PPIISSSSNN::EEIISSSSNN_________

 

 

 
- 225 - 

LA CAAR

≤

≥

 SPSS

Cronbach’sAlpha ، 

(

Microsoft Office ExelSatistical 

Package For Social Science (SPSS V24)

 

LA CAAR

LA CAAR



 

 

 
- 226 -  

LA CAAR

SMS

LA CAAR 

LORASS

LA CAAR 

LA CAAR 

 

 LA 

CAAR



________________________________________ PPIISSSSNN::EEIISSSSNN_________

 

 

 
- 227 - 

 

LA CAAR

 LA CAAR

 LA CAAR

LA CAAR

Servperf

 

LA CAAR

LA CAAR



 

 

 
- 228 -  

LA CAAR

 

LA CAAR

LA CAAR

LA CAAR

 

LA CAAR

LA CAAR 

LA CAAR

 

LA CAAR

LA CAAR 

LA CAAR



________________________________________ PPIISSSSNN::EEIISSSSNN_________

 

 

 
- 229 - 

 

LA CAAR

LA CAAR

LA CAAR

LA CAAR

LA CAAR

LACAAR

LA CAAR

LA CAAR

LA CAAR



 

 

 
- 230 -  

LA CAAR

LA CAAR

LA CAAR

LA CAAR

 

 

 

 

 

 

 

 

 Servperf

 "

 



________________________________________ PPIISSSSNN::EEIISSSSNN_________

 

 

 
- 231 - 

 



 

 

 
- 232 -  



________________________________________ PPIISSSSNN::EEIISSSSNN_________

 

 

 
- 233 - 



 

 

 
- 234 -  

 

 

 

 

2 Ali Falah Al-zoubi1 (2016), The Role of Customer Relationships Management in Achieving 
Competitive Advantage (A prospective study on a sample of employees at banks in Irbid city), Journal of 
Marketing Management ,June 4 (1), pp. 137-150.

3

ShirinAlavi, Customer Relationship Management and Customer Experience Management Using 

Business Online Communities, synopsis of the thesis submitted in fulfillment for the requirement for the 

degree of doctor of philosophy in management, Department of Humanities and Social Sciences, Jaypee 

Institute of Information Technology, Noida, India, 2012, p 13. 

7

John Egan (2011),Relationship Marketing – exploring relational strategies in marketing, 4th edition, 

Pearson Education Ltd, p 266. 

 Marko Laketa et al 2015 , Customer Relationship Management : Concept and Importance for 

Banking Sector, UTMS Journal of Economics,  6 (2), p 243. 

 Abdul Alen Mohammed 2012 , Basri bin Rashid, Customer Relatioship Management (CRM) in 

Hotel Industry: A Framework Proposal on the Relationship among CRM Dimension, Marketing 

Capabilities and Hotel performance, International Review of Management and Marketing, 2 (4), p  221 

1986129

LA CAAR 
Algerian Company For Insurance And 

Reinsurance 

CRM Customers Relationship Management 

Servperf Service Performance 

B2B Business-to-Business 

CKM Customer Knowledge  Management 

CLV Customer Lifetime Value 

SPSS 
StatisticalPackage For Social 

Science 



________________________________________ PPIISSSSNN::EEIISSSSNN_________

 

 

 
- 235 - 

127

199366

2013

35135

199793

8

7852007

20195504

2013

35616

Review :  

CharuUpadhyaya, V. K. Jain 2013 , Measuring the Underlying Dimensions of Service Quality in 

Insurance Sector India, Vidyaniketan Journal of Management and Research 1 (1), p 2. 

    - Alawni Mohammed Saad et al 2016 ,Consequence of Service Quality in the Insurance Industry- A 

Case Study on Saudi Arabia Insurance Industry, Journal of International Business Management, 10 (3), 

p 210. 

2014

51

2018 LA CAAR 310122018

14:0016:00

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

 
- 236 -  

 

 

 

 

 :APAكيفية   الاستشهاد  بهذا المقال حسب   أسلوب

 

 

 

4.0CC BY-NC 4.0

 

4.0CC BY-NC 4.0 

 

 
 

The copyrights of all papers published in this journal are retained by the respective authors as per 
the Creative Commons AttributionLicense. 

Algerian Review of Economic Developmentis licensed under a Creative Commons Attribution-
Non Commercial license (CC BY-NC 4.0).

إدارة علاقات الزبائن وعلاقته جىدة الخدمة التأمينية في الشركة الجزائرية للتأمين ، (2020)عبد الجبار زايدي، منى مسغوني

جامعة قاصدي : ، الجسائر(02العدد )07، المجلة الجسائرية للتنمية الاقتصادية، المجلد  وكالة ثبسةLA CAARوإعادة التأمين 

.236-217ص .مرباح ورقلة، ص

 


