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Abstrac

Our study aims to investigate the impact of social CRM on customer loyalty
through customer satisfaction with mobile phone operators in Algeria (Mobilis, Djezzy,
and Ooredoo). We adopted a mixed-method research approach, combining qualitative
research using Netnographic analysis of customers' behavior on the three operators'
Facebook pages using Nvivo software, and quantitative research using Partial Least
Squares-Structural Equation Modeling (PLS-SEM) to model the impact of social CRM
on customer loyalty through customer satisfaction. We conducted a survey that was sent
to a sample of 1152 individuals, from which we received 1053 valid responses after
excluding missing data. Finally, we analyzed 886 valid responses using Smart pls4
software. The results support all the main hypotheses, indicating that social CRM has a
significant direct and indirect effect on customer loyalty through customer satisfaction.
In other words, customer satisfaction mediates the impact of social CRM on customer
loyalty among mobile phone operators in Algeria (Mobilis, Djezzy, and Ooredoo). The
key words : social CRM, customer satisfaction, customer loyalty, mobile phone operators
in Algeria, Netnography, and Smart-SEM.
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%8 KARNA, Nyoman; SUPRIANA, Iping; MAULIDEVI, Nur. Social CRM using web
mining for Indonesian academic institution, International Conference on Information
Technology Systems and Innovation (ICITSI). IEEE, 2015. p. 1-6

% Alt, Rainer, and Olaf Reinhold. Social customer relationship management:
Fundamentals, applications, technologies. Springer Nature Switzerland

,2019. pp15-16
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Customer Relationship Management: Insights from Two Case Studies.'', Bled
eConference. 2013.p 210.
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101 W ACHTLER, Vivien Melinda. From information transaction towards interaction:
social media for efficient services in CRM. In: Data-Centric Business and
Applications. Springer, Cham, 2020, pp 381-382.
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102 https://www.zoho.com/crm/social-crm.html?source_from=ft, (acces le 04/03/22 a
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103 WACHTLER, Vivien Melinda. Op.cit. p383 .
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Source: Wang, R., and Jeremiah Owyang. '"Social CRM: the new rules of relationship
management.'', Altimeter Group retrieved from http://www. altimetergroup.

com/2010/03/altimeter-report-the-18-use-cases-of-social-crm-the-new-rules-of-
relationship-management. html (2010).p10
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105 Malthouse, Edward C., et al. Op.cit P71

106 Malthouse, Edward C., et al. "Managing customer relationships in the social
media era: Introducing the social CRM house." Journal of interactive marketing
27.4;2013.P72
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Source: Malthouse, Edward C., et al. Op.cit, p 72
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reputation_and_brand loyalty in_developing country: evidence from the Nigerian
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SOCURC : Hamid, Azhar, et al. ''Social CRM Analytics Model on Malaysian Institutes
of Higher Learning (IHLs)."' 3rd Technology Innovation Management and Engineering
Science International Conference (TIMES-iCON). IEEE, 2018.p3
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10 Hamid, Azhar, et al. ""Social CRM Analytics Model on Malaysian Institutes of
Higher Learning (IHLs). », 3rd Technology Innovation Management and Engineering
Science International Conference (TIMES-iCON). IEEE, 2018.p4
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