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Abstract:
Impact of CRM on customer loyalty throught the mediation of satisfaction, trust and

commitment
The case study of the Algerian Mobilis Telecom

The research aims to find out the reality of customerrelationship management in service
organizations of telecommunications — case study of Mobilis telecommunications corporation
model- the study processed a sample of Mobilis subscribers drawn from some representative cities
in the west of Algeria (Saida, Tlemcen and Oran), as well as another sample composed of workers
at Mobilis commercial agencies in the west of Algeria. The study showed, through the use of
structural equations modeling programs (SmartPLS), a lack in the application of the concept of
customerrelationship management and its components, except that some of its functions gave an
acceptable level of satisfaction, trust, commitment and loyalty for customers.
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