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! vytautas Barkauskas et autres, “Analysis of maergronmental factors influencing the developmeniusal
tourism: Lithuanian caseRrocedia - Social and Behavioral Science¥pl. 213, 2015, p. 171.

2Agueda Esteban Talaya, et autres, Impacts On The urisho Sector, p.
631.http://www.mapama.gob.es/es/cambio-climaticoé®/impactos-vulnerabilidad-y-
adaptacion/14_Impacts_on_the_tourism_sector_ing/-1t@9444.pdf, (Consulté le: 25/05/2016).

C Rechatin, G Dubois, A Pelletreaiourisme, environnement, territoires: les indicateus, édition IFEN,
France, 2000, p. 7.

* Camelia Teodorescu, Silviu Costachie, AnalysisitBgies Of External Environment Influence On Tauris
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25/05/2016).
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*Noureddine Haddad, Les déterminants du choix stratégique des entreprs touristiques,
https://www.memoireonline.com/12/09/3057/Les-deieants-du-choix-strategique-des-entreprises-
touristiques.html, (consulté le: 20/05/2016).
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'Gueraria Fatiha,e management des entreprises touristiqueshttps://fr.slideshare.net/Randarandouda/cours-
management-des-entreprises-touristiques, (corgul®/05/2016).
2 Gueraria Fatihd,e management des entreprises touristiqueshttps:/fr.slideshare.net/Randarandouda/cours-
management-des-entreprises-touristiques, (congul®/05/2016).

olin el A8 sae (13 WA dyylaYly L3ladYl aglall dows " Ll L)l WA 3 o5y i) Seku” (dle aa L ?
68-67 . - - 2007

86



galyall iy pull By sy guill slagleall glial gsball SILIL-Jg L Jmil

odill aalod) of Badd) B (6 grad ab B0t o Opd) E ) 3193V -3

(odill of Aoy all 2Ll ol pdly Sloddh) Sl sd gl feais —4

Al Dlexs ol el (3 Bl el V) 3y cladl WLl eaugy ol )l 3 -5
Slawsll Jo 2 dld) Slavgall b1 Gudl e 2Ll plas 3 AL OF L

ol Boglid) 308 0B (Ll dmsiy (Blallaty B3] o el ek el ek plosal) AL

Bzl Oles Jorl g o Bz Vg Ly Ol plsl 4 s b WL 2Ll Sl OY ages

D ble

AL (3 gy cplab ) @l bl adde 3 0psysll Jren 1opdygedd Lrpglid) 8yudll —4-2

VI aboin amy ALl plad (g L L) ST e Ll asypall B glidl) 8,80 g SREWAL

sy gl Sladl) dglen (3 oglidl (B8 e LU ol 6 1S 55 o2 TG T 2L

gkl OS5 el sl o LB s Lede ey OSTIBL" g0 4S5 LeST555 Wl (3 pyol) 0 degast

aslial) oda SIS (Bandl & ) Sl Alons Lihe mall (S L 13] coeze BY) e ol 1

gt o Aset o Lls Dae oo

OV am bl gllad e 158 last B Led) B 4] sk Oshot (St t3ud) ) s —5-2

OTI3] isn cpotgdl) 1 O Jlg dage B3ymey 88 gl gy o S s ez ST 3 22

Y sl o oSl e ol Jgmrall all s lgdd e LB se Sla

: https://fr.slideshare.net/Randarandouda/cours-nmamagt-des-entreprises-touristiques,  (consulté  le:

27/05/20186).
2 Mathilde Linossier, L'engagement d’'une entreprite tourisme en faveur du développement durable: une
démarche nécessaire pour le développement deel'dfécotourisme et de tourisme solidaire, http:Awhyon-
metropole-solidaire.org/files/_Eco-Tourisme_MemgtH, (consulté le: 27/05/2016).
3Gueraria Fatiha,.e management des entreprises touristiqueshttps:/fr.slideshare.net/Randarandouda/cours-
management-des-entreprises-touristiques, (congul®/05/2016)..
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TRS: Internal Report System.
TUMIS : Marketing Intelligence System.
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“ MRS: Marketing Research System.
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“MDSS: Marketing Decision Support System.
'CDB: Customer Data-Base
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“ECRM: Electronic Consumer Relationship Management.
TSC: Select customers.
TUAC: Attract customers.
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“KC: Keep customers.
VC: Value of customers.
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IRS9 <--- IRS ,608
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IRS4 <--- IRS ,343
IRS3 <--- IRS ,493
IRS2 <--- IRS ,833
IRS1 <--- IRS ,822
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MDSS5 | <--- MDSS ,519
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CDB1 <--- CDB ,545
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SC4 <--- SC 747
SC3 <--- SC ,698
SC2 <--- SC ,394
SC1 <--- SC ,319
AC5 <--- AC ,619
AC4 <--- AC ,657
AC3 <--- AC ,036
AC2 <--- AC -,016
AC1 <--- AC ,483
KC1 <--- KC ,610
KC2 <--- KC ,487
KC3 <--- KC 372
KC4 <--- KC ,634
VC2 <--- VC ,627
VC1 <--- VC ,126
VC3 <--- VC ,518
SC5 <--- SC -,024
KC5 <--- KC ,550
KC6 <--- KC ,403
VC4 <--- VC ,298
VC5 <--- VC ,382
VC6 <--- VC ,620
SC6 <--- SC -,008
SC7 <--- SC -,126
SC8 <--- SC ,082
SC9 <--- SC 725
SC10 <--- SC ,517
SC11 <--- SC ,632
AC6 <--- AC , 793
AC7 <--- AC , 759
AC8 <--- AC , 701
KC7 <--- KC ,589
KC8 <--- KC 127
KC9 <--- KC 724
KC10 <--- KC 221
VC7 <--- VC ,607
VC8 <--- VC 724
VC9 <--- VC ,548
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Variable Skew slgdY! foles kel Jalas
Kurtosis
MDSS5 -,830 ,553
MDSS1 -, 763 464
MDSS2 -,548 ,045
MRS9 -,291 -,107
MRS7 -,484 -,342
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MRS4 -,625 914
MRS3 -,216 -,586
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Abstract

This study dealt with the subject of marketing information system as a mechanism to
strengthen the electronic customer relationship management in tourism institutions. The aim
was to know the extent to which the tourism agencies under study were able to apply and
develop the electronic customer relationship management based on the adoption of an
effective and integrated marketing information system.

The research was based on a questionnaire as a tool of study, which was distributed to a
sample of 97 employees in 48 tourist agencies in the state of Batna. The data were analyzed
and the hypotheses were tested using a number of statistical methods in the program (SPSS.
20, AMOS.22).

The study showed that the marketing information system with its components (internal
reporting and records system, marketing intelligence system, marketing research system and
marketing decision support system) has a good contribution in strengthening the electronic
customer relationship management in the tourism agencies under study.

At the micro level, the study showed the contribution of the variables of the marketing
information system in the application of all stages of the strategy, namely choosing the most
profitable customers, retaining the customers and extending the value period with them,
except for attracting customers. The study concluded that the components of the marketing
information system did not contribute in attracting customers to the tourism agencies under
study.

Key Words

Marketing Information System, Tourism Marketing Environment, relationship marketing,
Customer Relationship Management, Electronic Customer Relationship Management, Tourist
Institutions, Tourist Agencies.



