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Abstract
The aim of this study is to diagnose the reality of the customer complaints
management system according to the international standards 1SO 10002 in the Algeria
Telecom Company, Skikda Agency.The analytical descriptive approach and the case
study method wereemployedusing the check-lists form as the primary source of data
collection and analysis of strengths on a sample of 96 workers in the institution under
study. This was supported by interview as a secondary source. To test the hypotheses
of the study, we used the statistical program SPSS, which includes a set of statistical
methods to analyze the answers and opinions reached. We found that the proportion
of the application of those requirements in commercial agency of Algeria telecom
scene was 83.72%, necessitating the Algeria Telecom Company to improve this ratio
even more and enable them to obtain the certificate ISO10002.
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