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Abstract of the study :

In the digital age, the use of digital innovations and information and communication
technologies has grown amazingly, and this has led to profound developments in the world
of insurance. In parallel with what has been mentioned, this study aims to assess the reality
of electronic marketing communication, determine its levels of use, and find out the degree
of its impact on the external audience. We have chosen both AXA-CAAT as they are among
the most prominent insurance institutions seeking to adapt their products and services and
present them digitally to the customer, especially since the strength of investment in the
digitization of services has become a strong indicator that translates the extent of their
success or failure.

In this study, the researcher relied on the analytical descriptive approach in order to
present and analyze the detailed results of the statistical aspect that was achieved by the Spss
program. In addition to the comparative approach to monitor the differences between the
level of use of electronic marketing communication in both institutions. In order to be able
to collect data and reach accurate results that answer the questions and hypotheses of the
study, two questionnaires were designed., the first directed at customers with an estimated
value of 169 items, and the second for officials and employees with an estimated value of
50 items.

The study reached a set of results, which we summarize as follows:
- E-marketing communication has a positive effect on customer behavior.

- There are no statistically significant differences in customers' attitudes towards the
third axis due to their sociodemographic variables, which are defined as (the institution they
deal with ; the educational level ; the years of participation ; the profession of the
respondent).

- There are no statistically significant differences in customers' attitudes towards the
fourth axis due to the sociodemographic variables (job title, institution dealing with,
educational qualification). While there are statistically significant differences due to the
sociodemographic variable (years of participation).

-The internal audience of AXA-CAAT attaches great importance to electronic
marketing communication and considers it an important pillar that is difficult to do without.

Keywords : electronic marketing communication, insurance, electronic services, Customer
satisfaction.
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Contactez-nous

Vous avez une question et souhaitez contacter un
conseiller AXA ? Nous vous invitons a remplir notre
formulaire ci-dessous, un conseiller AXA vous répondra
dans les plus bref délais.

Type Nom
Sélectionner v

Prénom Email

Téléphone N° de police

Adresse Ville

Message

(s) QO B hittpsy/wwwlinkedin.com/company/axa B=
7
=
s
Linked [ @ & o | sinie
Decow Personnes  riealn

Pages affiliées

AXA Gulf
g 9 W Assurances
Know You Can MAXA R

. 9§ Assurances

AXA Investment Managers
Services financiers
AXA @O voir s 118682 employés
MAXA Partners

Assurances

Assurances

Paris, FR - 1223240 abonnés
Voir les offres d'emploi
Pages similaires

Présentation Offres d'emploi Vie d'entreprise @Allianz

Services financiers

Inscrivez-vous pour voir qui vous connaissez déja chez AXA S'identifier

AXA Sahty

AXA @

@AxaAssurancesAlgerie - # 2.4 38 reviews @ -
Insurance company © Send message

Hit Please let us know how we can help.

Home Groups Reviews Videos More v 1l Like Q
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RENSEIGNEMENTS SUR LE CONTRAT

Nom de I'entreprise assurée :
Contrat souscnit s oo
Numeéro de contrat :
Date:dieffet: ...«
Date diexpiraliOn 3. -.ccsocsemss s s ammassssmmsag

Les références des autres contrats d'assurance susceptibles d’intervenir :

RENSEIGNEMENTS SUR LE SINISTRE

Date duiSinIStie s «.w.coumusmnussssacinss
e D
Circonstances :

Causes connues ou présumees :

Nom et coordonnées des tiers :

Y a-t-il des personnes blessées ?
En cas de vol, date du dépot de plainte :

Faita: Le: Signature :

Piéce (s) a joindre :
e Sitiers, la réclamation du tiers;
e Documents mettant en cause la responsabilité de I'assuré qui lui sont adressés ou signifiés ;
e Copie de la déclaration de I'assuré;

e Récépissé du dépot de plainte.

AXA Assurances Algérie Dommage, Société Par Actions au capital de 2 000 000 000 DA . Entreprise régie par la Loi n*06/04 du 20 Février 2006 ifi et étant I' n®95/07 du 25
Janvier 1995, relative aux Assurances . Siége social : 1. Mahasri Ammar — 16035 Hydra Alger, Aigérie.
Registre de Commerce N* 16/00 - 1005172 B 11. Agrément N° 73 du 03 octobre 2011.
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Agent Geénéral K.
Dellalou

Bd Seddik Ben
Yahia, Zaafrania
n°04, 23000 Annaba

Agence Oum El
Bouaghi - Maco-
mades

Projet 20 logements
promotionnels n°01,
Oum EI Bouaghi

Agence Skikda -
Russicada

Cité du 20-08-1955
villa 43D Skikda,
Skikda

Agence Oum El
Bouaghi - Aures

04, Cité de I'Espé-
rance, Ain Beida,
Oum EI Bouaghi

Agence Annaba -
Bone

47, Cité Didouche
Mourad, Annaba

Agence Annaba -
Hippone

3, boulevard Zighoud
Youcef local n°03B
Annaba, Annaba

Agence Constan-
tine - Laurier

Rue fréres Ghedjg-
hedj N°17 (EX Bena-
chour), Constantine
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Code Dénomination Adresse Création Décision
04000 Succursale Angle cité du 05 Projet depuis Septembre
juillet Route du 1985
. Parc d’ Attraction
AGENCES
04100 ANNABA 1 N°8 , Place Tarek Ibn {01/01/1986 02/1986
Ziad
04110 SKIKDA 1 Avenue des Allées du | 01/01/1986 01/1986
20 Aout 1955
04120 ANNABA 1 Angle cité du 05 02/01/1990 516/1990
juillet , Route du Parc
.d’ Attraction
04130 TEBESSA Quartier des Roses 01/01/1989 02/1989
04140 SOUK AHRAS Promotion 01/01/1991 20/1991
Immobiliére Cité
BHIDJI MONSOUR
N°24
04150 GUELMA Avenue Ali Chorfi 01/06/1992 226/1992
04160 OUM EL N°6, Rue du 1¢ 01/01/1986 |03/1986
BOUAGUI Novembre 1954
04170 ANNABA 3 Rue Jean Jaures ,23 | 13/10/1996 919/1996
04180 EL TARF Route Principale 01/01/1995 1087/1995
N°44 EL TARF
04190 SKIKDA 2 Cité des Fréres 30/09/2003 254/2003
Khaldi Tour N°14
Bni Malek
04200 KHENCHELA Cours du 1¢' 01/07/2009 469/2009
Novembre
AGENTS GENERAUX Contrat de Nomination
04500 ANNABA Cité 1028 Logements 28/10/1997
Bloc 107 N°168
04520 SKIKDA Bd Boumedienne 06/09/1997
Autoroute Zermana
Bt N° 56
04560 OUM EL Cité des 350 logements 14/12/2008
BOUAGUI El Amel, Ain Beida

362




PESIENIEEYYEN| EVEGIN TR 01 ob; & 3ake

2 il
CONSTANTINE 3 Zda: 3

) el Jlcily Do psle S

10ma i) salud) )

Juay) adly s Ragusally Jlaiyly DoY) asle arads ohsSall dag kY o) ) 4
el cpdlll Glusse c Al Aulae Auh Gl Clange & s YD sl
s i) oda Al e LlaYls Jeadl 13 olaY Stealue byl ali-AXA daall;
Aopedl gtie B (sSin g 0sl ) lld) 3IS () 4ke 2S3all L canlia) IS 3 (X) ke

W gale (Rl V) axiaun oy

2S5kl () SLS bl Caalal wSongs

363



 Ab) and g pead) lilud) 1 g¥1 sl

AXA CAAT :lgae Jelaiall dsszall .1

Sl DShigadall L2

s 40 e S s 40 N 30 e 1w 300 J8 sopadl .3

Lle cludya st — Lisgie —0 ST ) Ggial) 4

Al Liga b a Jladl Cilbiga digal .5

Al 10 ) 05 (e Glgin 05 o Ji1 rddall g )Y Clgin .6
Glsin 10 eSS

¢ Cmalil) Clasdan sdaal) Ale danda 1 AU | gaal)

Sl dpdad) el dige clead e iy o — 7

Jarll gliaal sy ) A gyl e
RN P

¢ Walgas 30 Ausasiall 230 g AN Ciliad 13l — 8

Laginall Lginand

5iaaiall Lgilerdl

ler Jlady) &g

............ S Al el

b leal] el Asgall dani (31 (palil g5 20— 9

bl el el oyl
Ealsall el sball o cpalil)

364



sl e Gaalil
(k) &)

sl Aeasl) e Jyemall el dAlmiall Al o L 10

Gl Ao il

Kasnsgall 35 S 35l
e linl) Jualsll gl e Hannsiall Cilaiia

ilaall pmitll L)

Juaiy) clidi cliubiy pablie il gad cualll) cluwie edes olad) Gl sl

s e (g ) (S pud

Ay (Seyi-01

valaa | ajlaa

BRlga | Flsa

8kl

omalil) ety el €l e saeln 11
e alaa¥ls

Qs @lad Glaaiie e gObYI A el 12
Aabia ) Lok el

Ol ilisssal s 5N ey (s5ina 13

s 4] Gyl (52 35 ST o Dhey) .14
(ol (gl 4 Guls asedas

Jend) Jelily ) et atiall cildleY). 15
s bl DA e gl

: A yty) Aalal) clidali-02

BRlga

(lga 8,Lall

Sle Ay A Aalell Gl 2l .16
Ngilaas s el s gan ST Gyl

365



eﬁsLm:\ :\._:\Jj‘)'lﬁ}“ Al QGM cliad Jﬁj.17
el Al G (e Raskall Rasall e S

cAla e g 48] elul Jranll

ClDle sy 3l b Jleb IS8 aals .20

e ) seans dsgall (p dndas At

G sl o A ihe pgh 18 3 aalis 21
Aaliall Laxally (gpemil) 28 el uiatl Jueally

daddyl) it e gasali-03

Cafaa | pajaa| Mlaa| Gilsa| (ilss 5l
B By
Fsanall pana ) gAY 2B gall

DA G Ll Jom gty Lownsal) a5 22

cladA ‘_AL ):\Si &_Dz:\ﬂ 'é)tum ua_)& _)Sﬁ .23
EWWTR|

g ALY e g ASN) adsall i€a .24
) Jamll slie s arsll o Jgemnlls
il YIS,

CSyadally AL A ae Jelinl) 201K 25
abial) dnelll cladd) Jea

(SMS-MMS &gl Jlual) (oalsl) ilgl) s (gl

'é):\mé'n dual df\l.u) dl.m)}.i Z\.A.m.nj.d\ ?-953 .26
Aeleray Cinyell MMS 5SMS

Al Al (50l el 3l e Jans 27
Cpalill cilead pe ST salandd S s

Y

366



G (3ng s Ay guil) lurgl) gl o yiiny .28
Aoy e ddle

Gl e S Gueal e .29

E-Mail gAY sl e (Gagmal

Glexd auen o ST Gyl I i .30
s alls Lalald) bl

il S Aangall Glesd il i W31
c A 2l e

U9 )e 4aq Bdbl (e :ﬂ,p.gj\ RS ‘;\.\SAS .32
B Sl pueal Ll Dl (o datiall ilesdl)

Baaly )

LAY 2yl e el

*SEM *google-Yahoo cugll adlga e (gl

3 pra §yln Tumssall o slad I Jes .34
) lens 2Ll e Lgileas

J}@.H\ BJ\:D' (e g\.u.u:j.d\ USA:I iala 2\.3_..\.\»} 35
L) i) it s

Bl e lple Jaaiall cilaglaal) .37
Hgileads Al (B A8 0 —de e el

Sl Jualgil) adlga e Gagudl)

ookl Ak deud il Ciladia a3 .38
Aadl)l Jea Vi colyladiny) 28l

LinkedIn e lsia¥) Jualsil gdse aaliy .39
Qranlly Fsnsgall (B2 A sy 3

367




Gligine ol Qg Clagad (mje al .40
Aplaill Al due i< kil

DA Quzdl Baad ) adlsall 038 e Gaguitl) .41
Llaau¥)s depully Ll doadsl) Gykll
s yd)

A aaddd) gally Clasaal) 485-04

s 15 ) oo el 285 S5 .42

Clesa elmdly el e 3@l oda Jess .43

ol Bxiss (aalil) dusnisa

Lo jall (g Apad &) ALl slaty s .44
Y bl

Ol giuall ae pilad) Jelal) ac by .45
cadl Ayl Slaliial agd b il sally

Slksal) (g ALY Gsudl) —05

Claglaally leadl) 28lS aas ADIA (e a3 .46

gl cilals g A

U o) sl oliy 3ty .47
Neilars g Ausus 3l

U (g2 sl e ) 3 e Jany .48
e Jpmally osdll e

A8 (ad e 2k 5dlae ARyl Jualsil) .49
.L@J ‘;_‘Nj B J)’—_jj :\.uu.njAS\ s chlaad ‘_AL

368




g Jrandl Ly (sag Aig S cpalil) ciladd (Gagesd Sasa taall saall

Al | Gajlaa | slaa | (3lsa | (3815

sl sl

3kl

Jlay) DA (e el ilioniga (apas .50
5ysaiall ool Z8S ai e s 5SIY) o sutl
b 6l 05 EDlaal

Gl bl s3a ae 55 5y Jaladl) .51
ol lissge cland e allall 50l

e LeDlee cilaliin 28S cilissgal) 038 15,52
A g S Al claadl) Calide s Pl

GlA 3 Lasiall cpalil) et 5asa aalua 53

A all 238 Cayla (e Aadiall Zaxdll g53 .54

(A Gliwsdl e i Lelaa

.d:\.qd\ cbllaig & iy Loy 322

Ol il e Ll L)l jesf .56
o) Aadiall A g Y

038 aa (gsind) GIREY) daat 8 42yl (sa1 .57
oelal) LS Y dnall

Lllay) Jilugl) & e Glae s W dilae Lele Jmam ) duialill 2aadl) Ja—58

L les Y pex
Frasgall Cipla (e Rardinall 35 Y gl Jlaty) Jiludd dlasis sale ple (S20-59
il sl ae lebials

B Z“L“"}:"“ Axia

-



¢ Oaalil) Gluiga B Ag A A gadl) JLaiy) clbiles 7 ladl aSilad) aaf ale —60
A il Bl ol 50l dnale challan g culuiile dalg)—

A 1) seans Al G A Gaeat dagidall Q) Al alan -

COIKaAly dadl) dgalse o delally 350l dussiall 35l st

N Cnlill dlael 5aliys LlBle pavsi Cangs Lnla Aujlon Adaitily dwal) ol

Sh el o530

370



OZ#JA&MA

A sgaall dgagal) Ailiu)

t
—J&

ONSTANTINE 3 Zida: 3

e yinall salad)l )

Juai) adls 1y asmipally Juai¥ls DleY) asle Garads o gl dagyhY Lole) Sl b
el cdlll Glusse c Al Alae Auh Gl Clage & 35 Y sl
s 5Ly i Al e Alayly deal) 13 SlaY Siealis Uiyl 43i-AXA Zualy
el i A OSin Le sl ) Ll AIS o 4ie 2SGally L nliall QIS E (X) Adle

N T R I

PRI FEN PURRYIGE 1% Olia Cauagl o talag)

Siglat] (S ilinl ol Sngs

371



CAAT :lg Jead Al disssgall g 551

AXA
Gl 5 ) A (e Liw (e 81 23 5all 3508l g =2
Sy 10 (e S Slyins 10 N 6 0a

Cpalil) Cladas (Ag ) A gedl] Jlaty) adly:d s gaall
¢ S5 Gsedl) JhaiV) asgde Jsn aSle bkl aal A3

Leaall dad e 2l ¢Sand) ae Jladll Juai¥) (jlaa
Slaall clide 5] Ao Llasl) Jaanl) Holee o il daga dlaug
¢ dangall Jals sadieal) 35 5 gl Juai¥) jualic sl a4
iy 5K Aalal) Bl Ly SN clbdley)
A A Cilesall 485 bl (g 7S G sudl)

S S aad il Al
t paic JS LAY dealyll Cld) aas*
140 pSIY) e B 2l 1-4

L) ey Bl iland] G g A e Al
Sl o3l bl 313 a3 el Cilagaal b 38
........................... S (Al
t e Qe Aty SN Aalad)l Dlall Zly 2-4
Dsgea) (s A gall Aflaas 4 Asssall B)gua (pans
Jelill dejuy Jalatll b 2812 S 3all Aaans Aslen g 5y10)
............................... S Al
tle Jamy bl g S (3 guill 4illy 3-4
dieall aa Jualgill Ll Jagus Dsgeal) Gllliie poatg A8 jee A se
Slaal) Vg5 Limy s s 5L DA e deaall Joa sDleall o))] 4 jaa
bl aelg
........................... S Al
{ole Jart A5y Y1 el R85 2l 4-4
adll e llall 3ab) s Calding $Dlac g
Bads Glead (U] i dealisdl) 4l Akl Yol el

372



fle Jony a5 S adl aall silly 54

Laal) daits Cpldinall ¢Dlanll Casin oseeall me luailly bl JlaiV) Aseus
Dlanl) pe Cllall ks el ol e ,ililly ¢ LY 5,08
.......................... Sy gl
Ay O Alaadall o) paghi B g A A gadl) JLaiy) palic g3 i Al ) gaal)
(il gal) A
b oAl U5 Alius wSalaanny dadall julad) ale =5
a38allg sagall

SEN I TS

550 A Cilalise dulart s dcaddiall 2211

Ol Laxsd Jladl) gosustll e 3,080

L el Jiliyl eDleall Llains) (520

P bl L] Aesall s Al CilaY) aal ale6

Caginal) Slaall Glily saclE S8 Ao Jgoaal) lail) Ldlally el 3aL)
Jlec¥) By b b)) el (g ZW¥ls Jaal 5al;

sl Jay) dashia o oldel DA (e aSivsie Ll and ) el a7
el

OY) 538 Jaanl) pe Bl skt —
LeDhee 5 dsngall (o Jladll Slosss gall Jualgall Gaoas —
o IS8 laasl e Jgeaall (e )il seanll S
Cmalil) daady Aalaial) )l )y Glasladl 2 e Jpeanll Jugoc—
Rssgall ol adsall Gyl e Baaall g jally Asnaalil) Cilesdl] AIS aye W sgu
ST arieas s ailSobes 8 il KU1 0l il ale edlaal) g sSDaS a8
tdeaal) e JLadl

e linY) Jualsill gdlg — i g Y sl -
N @l Gk e @il - oA 2l e @pusll-

Fy Lgaladind (e sapal) Cangl) daa Al (6Y @ljlaal Al 4#
Aansiall g a8 Jualgilly Jeolaall (3 — Jranll oyl Jpuasl) Jguss —
373



Ale3lls Anldl agaal) uala 4)) — Gilaslaally bl Ao Jpanll —
ol dadd Jea AU

Aeadl) (sine g il darada Jilu) Jlo) — Slaall (e (Kan 230 ST Qdam
V3l IS e AalaYls 5)linn) s — el 8 D A LAY i) i
t ool dealsil) adlse ye (rsudll (o Cangll 3-8
Aylaall Akall acag el — Llaill Ak Jpa Jelal) saly-
Alladl) 4S)Lialls & Liindld Jlae 8 = sl sinall g fl) A ggur
t el Bl e (sl (he Cag) 4-8
Al als — Cargiusall sgenl) ae Jualgill A g
Sl sl (5)8 Jsay — Slaall @l yludind Calida e 3yl de o
¢ el lglerdy Canpeill At (aslae duenssall sk Ja—9
Y px
tomlaal) 538 (e Baaal) sas aaiy laYl Al 619
Lanisall 200300 5) 00l agd (Gaasd — Alladl 20k R sad Jasa s~
Siiee 43y s el dnanls sgand] i — Algid) (52l Jualill el 32L5
¢ S ASN el Jlat¥) cilblay duusall Cijla e S alaal dla Ja-10
Y px
tl) aady el alaal) e g sl 138 aety LlaY) Ala A 1-10
BN seanll e dialsill 3500 aang — Ay satill 32l Gaaang el g Ludail-
(AL ¢ nSlgiune ¢elac)
Joa gl il Agl) o ysail) Ae yus — el Ay 3 5] Audlial)-
¢ Zoiyedtl) ) Adail) Ao 3L daiaddll Auilid) dad 2o —11
¢ A g Y G puil) Al e Waslaie) DA e Fesnsall Ll e Al LA L —12
Aeadll e callall ) Siall jaeasl) @=Ly SlasY) deldll ji5e
Aadldl) dagygutll DA Alia o desd) )il 8l 3 A gall 2alg uyen

374



opalll) Claude cilasd Gagad (& el laal) A5 Alad s EIBY | gaal)
¢ Ay putll A0l ) Lgiadail aiadys okl Ausngall ilallai (s5ine 13
Cmaa (S5 Lo sia (S5l Sle B
B (& aSaill g una s LahUaY i gip Ay lysd anatig dlae by dusngall asts a—14
0315 ST ALV el oda

¥ o
rhsall o2a 3ae 23a aniy LY Al 8 1-14

4 g 499 4 jed
¢ Sinige iyl (go (35 Y] gl Juai¥) Ao s (bl sadieall uleall pal ale =15
Dseanll e Kan B Sk alisayI- Ldlally delall e 3ymal-
Crlainally Gudlall Sleall Gllagind (b 50l — Ssmll sl
lehan) A gl Lewdt A L) alem16

48allg Ayl

A5 Y duinlil) leasl) Zlas

el ol A8l e lica

Jrenll aa i)l Jaleill 5503

P aas)all Cpalill Gilavge ae dalaill e 2 gala Gassgall Ja—17

Y pa
1l e papall 2aa ey LAY Al 8 1-17
Bl sl ) shaill 4S) e bl Al gl s
el Jlae (8 Gaad )l Cjlailly <yl Joks Gasa¥) el Bl o - bay)
Asgall HalsS Gy
¢ Ly gudtl) AdlatY) LY dsugall aad (90 Jsan Jile Gla Ja—18
p p

tdhal) o3a Gl 2as aaty LY Jls S 1-18

Apalats ol Al Sl

@Al Gl A o

375



SPSSEalin cilajha— 3 (3aka

1] yrand gaas saall) bl )y

OB seanll Zaually

e Jalaial) A gal)
Cumulative
Frequency Percent Valid Percent Percent
Valid AXA 86 50.9 50.9 50.9
CAAT 83 49.1 49.1 100.0
Total 169 100.0 100.0
Cigaall £ 68
Cumulative
Freguency Percent Valid Percent Percent
Valid Sa 85 50.3 50.3 50.3
Sl 84 49.7 49.7 100.0
Total 169 100.0 100.0
Cead)
Cumulative
Frequency Percent Valid Percent Percent
Valid 30 o 8 36 21.3 21.3 21.3
30-40 60 35.5 35.5 56.8
440 ge S 73 43.2 43.2 100.0
Total 169 100.0 100.0
alad) Ja gal)
Cumulative
Frequency Percent Valid Percent Percent
Valid (i) 10 5.9 5.9 5.9
Lo i 22 13.0 13.0 18.9
sl 58 34.3 34.3 53.3
Lle il 5o 79 46.7 46.7 100.0
Total 169 100.0 100.0
Cumulative
Frequency Percent Valid Percent Percent
Valid b 5 61 36.1 36.1 36.1
5~ JLd) 46 27.2 27.2 63.3
»l 29 17.2 17.2 80.5
SA diga 33 19.5 19.5 100.0
Total 169 100.0 100.0
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Cumulative
Frequency Percent Valid Percent Percent
Valid <l 5is 05 (0 BB 36 21.3 21.3 21.3
Gl sis 10 I 05 e 43 254 25.4 46.7
<l i 10 e S 90 53.3 53.3 100.0
Total 169 100.0 100.0
I el daill,
) (il syl
Cumulative
Frequency Percent Valid Percent Percent
Valid AXA 31 62.0 62.0 62.0
CAAT 19 38.0 38.0 100.0
Total 50 100.0 100.0
Bl &l gl
Cumulative
Frequency Percent Valid Percent Percent
Valid A e B 15 30.0 30.0 30.0
i 5 A e 10 20.0 20.0 50.0
5110 ) 6 e 15 30.0 30.0 80.0
Gl 50 (e S 10 20.0 20.0 100.0
Total 50 100.0 100.0
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Tests of Normality

@bl sl @llasl

Kolmogorov-Smirnov? Shapiro-Wilk
Statistic Df Sig. Statistic Df Sig.
A5 Y el Cladd (33 usi B3 02 116 169 .000 974 169 .003
leic deall Ly 520
DA g il a5 63lae sl 185 169 125 .993 169 640
S (Y (gl el Sy i
pelS sl

a. Lilliefors Significance Correction

Normal Q-Q Plot of Lis Jueall Ly sda g dafg 8N cpnalill cladd 30 gu3 520

Expected Normal

25 30 35

Observed Value
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Dev from Normal

Expected Normal

Detrended Normal Q-Q Plot of Lgis Jreall Lty siay daf g N cpalill clads G god S22

Observed Value
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Detrended Normal Q-Q Plot of agis sl Ao o38N B gl Juail Sl uils gt oualill Slowpe o3l oy,
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5]
01 ® e ]
a2 @
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E 5]
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Observed Value
Cld g yall ol yladl
Kruskal-Wallis Test
Ranks
Leaa Jalaial) dons gal) N Mean Rank
A g I el et 3y 50 53 5 AXA 86 78.69
Leie Jaaall Ly 205 CAAT 83 91.54
Total 169

Test Statistics®P
Gledd é:xj..ﬁ '&J);

s A5 SISV el

i Jrendl La
Kruskal-Wallis H 2.976
Df 1
Asymp. Sig. .085

a. Kruskal Wallis Test
b. Grouping Variable: e Jalaiall Lo 54l
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Kruskal-Wallis Test

Ranks
ozl Ja 5l N Mean Rank
g I i) hlead (4 uii B35 i) 10 61.80
leie penll b 5 (siay Sy 22 84.57
s 58 92.05
Lle @l 79 82.88
Total 169
Test Statistics®?
[P TPWEE L PN
$2a 5 i 5 yiSIY) Cpaall
i Jyeall La
Kruskal-Wallis H 3.677
Df 3
Asymp. Sig. .298
a. Kruskal Wallis Test
b. Grouping Variable: =)l Ja 34l
Kruskal-Wallis Test
Ranks
b gl el N Mean Rank
5 S el iladd (5 g 5350 il se 61 92.28
e, Jooctl) L (g Be e 46 76.00
Rl 29 70.50
g P 33 96.83
Total 169

Test Statistics®P
Gledd é.x)..ﬁ '&J);

S2a 5 i 5 yiSIY) Cppalil

eie dyell L)y
Kruskal-Wallis H 7.535
Df 3
Asymp. Sig. .057

a. Kruskal Wallis Test
b. Grouping Variable: & sl el
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Kruskal-Wallis Test

Ranks
LY i N Mean Rank
iy Y el iladd 3y gusi 3250 <l 5 05 e JAI 36 82.71
Leie Jsendl Liay (524 Gl s 10 G 05 o 43 102.69
i i 10 o3 S 90 77.47
Total 169

Test Statistics®P

CHledR 5 gus B2 53

s i 5 SN cpualill

lgic dienll La )
Kruskal-Wallis H 7.992
Df 2
Asymp. Sig. .018
a. Kruskal Wallis Test
b. Grouping Variable: &l jii¥) & siu
ANOVA
o SN gl Jlaty) iy gealic i g cpualill Gluge Slas ola)
lere Jalaiall asas gall
Sum of Squares df Mean Square F Sig.
Between Groups .009 1 .009 .346 .557
Within Groups 4.127 167 .025
Total 4.135 168
ANOVA
ggla;ﬂ\ (Ssiuall
Sum of Squares df Mean Square F Sig.
Between Groups .104 3 .035 1.422 .238
Within Groups 4.031 165 .024
Total 4.135 168
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ANOVA

g4l
Sum of Squares Df Mean Square F Sig.

Between Groups .072 3 .024 .969 .409

Within Groups 4.064 165 .025

Total 4.135 168

ANOVA
SR S g
Sum of Squares Df Mean Square F Sig.

Between Groups .015 2 .008 311 .733
Within Groups 4.120 166 .025
Total 4.135 168
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Investing in the digital field as an option to transform the marketing of banking
services in the Arab world

PINERE Y ks Chnasl o
daa il g Gl Jlai) plaia) ale jida Laa il g Gl Juaiy) g laia) ale i
() adl) 03 Adaind daals () 03 Alaind daxals
salim2901@yahoo.com hanene.benloucif@univ-constantine3.dz
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Recently, a strong emergence of the topic of digital transformation and || Received
digital marReting has emerged in the world of modern banking in light
of intense competition, as there has become a fundamental realization
that digital investment in the development and modernization of the
technological infrastructure has proven effective in the banking sector. Keptwords:
Today, financial institutions in the Arab countries are urgently seeking
to accelerate their digital transformations to market the banKing service digital marketing
in order for this industry to keep pace with the developments and E-Services Index

changes of the times. digital banks

Accepted

digital transformation

-dadia

Claddll 3y sasi lilae 8 Alla 3 ik Cilaa) ) Zaad) s ol 9S8 Y gl e 8 Jile) ) shaill g0
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Abstract

In the digital age, the use of digital innovations and information and communication technologies has grown
amazingly, and this has led to profound developments in the world of insurance. In parallel with what has been
mentioned, this study aims to assess the reality of electronic marketing communication, determine its levels of
use, and find out the degree of its impact on the external audience. We have chosen both AXA-CAAT as they
are among the most prominent insurance institutions seeking to adapt their products and services and present
them digitally to the customer, especially since the strength of investment in the digitization of services has
become a strong indicator that translates the extent of their success or failure.

In this study, the researcher relied on the analytical descriptive approach in order to present and analyze the
detailed results of the statistical aspect that was achieved by the Spss program. In addition to the comparative
approach to monitor the differences between the level of use of electronic marketing communication in both
institutions. In order to be able to collect data and reach accurate results that answer the questions and
hypotheses of the study, two questionnaires were designed., the first directed at customers with an estimated
value of 169 items, and the second for officials and employees with an estimated value of 50 items.

The study reached a set of results, which we summarize as follows:

- E-marketing communication has a positive effect on customer behavior.

- There are no statistically significant differences in customers' attitudes towards the third axis due to their
sociodemographic variables, which are defined as (the institution they deal with ; the educational level; the
years of participation; the profession of the respondent).

- There are no statistically significant differences in customers' attitudes towards the fourth axis due to the
sociodemographic variables (job title, institution dealing with, educational qualification). While there are
statistically significant differences due to the sociodemographic variable (years of participation).

-The internal audience of AXA-CAAT attaches great importance to electronic marketing communication and
considers it an important pillar that is difficult to do without.

Keywords : electronic marketing communication, insurance, electronic services, customer
satisfaction.

Supervisor : Boulahia Salim - University of Constantine3

2024




