(2016 siemzd ) 15 23l — 2 5ol daalad "Lalai®y) el ) Ao

gl ¥y Jomdd |odaS CBNAY 3 gt

* oLl Olag). |

Abstract:

The marketing science has known, recently, many developments
leaded to emergence of “Relationship Marketing” which aims to
gain and preserve costumers’ trust throw focusing on their needs
and requisites. All this is realized under two conditions: trust and
commitment as a result of their positive affect on acquirement of
customers’ satisfaction and loyalty.

Keys Word: Relationship Marketing, trust, commitment, loyalty.

Résumé :

Le domaine du marketing a connu derniérement 1'émergence d’un
nouveau concept appelé¢ marketing relationnel visant I’attraction du
client et sa préservation a travers la satisfaction de ses besoins. La
confiance et I'engagement constituent le facteur décisif pour gagner
la loyauté du client.

Les mots clés: Marketing relationnel, la confiance et le engagement,
la loyauté.
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