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Abstract

This study aims to analyze the role of digital marketing in improving the
relationship between administration and citizens within public institutions,
through a case study of university services in the Wilaya of El Oued. The research
stems from a central question: To what extent do digital marketing strategies
contribute to enhancing the quality of university services and strengthening
interactive links between administration and students, particularly in terms of
student satisfaction, administrative responsiveness, communication effectiveness,
trust building, and complaint resolution rate.

The study adopts a descriptive-analytical methodology, through a thorough
description and analysis of the phenomenon under investigation. A questionnaire
was used as the primary data collection tool and was distributed to a sample of
students from three universities, with the aim of exploring their perceptions and
evaluating the effectiveness of digital marketing in improving the quality of
Uuniversity services.

Various statistical analysis tools were used (SPSS and SmartPLS) to process and
interpret the data.

The results showed that adopting digital marketing strategies significantly
contributes to enhancing the quality of university services and strengthening the
relationship between administration and students, by facilitating access to
information, providing interactive communication channels, and utilizing smart
applications. The study also revealed a noticeable disparity in the level of digital
marketing implementation among the surveyed universities, highlighting the need
for integrated policies to develop digital platforms and enhance human resource
capabilities.

In light of the findings, the study recommends adopting a comprehensive and
integrated digital marketing model based on improving digital infrastructure,
developing communication channels, and expanding digital interaction, in order
to achieve an effective and sustainable digital transformation within public
institutions and contribute to improving the efticiency of university services and
meeting student expectations.

Keywords: digital marketing, university services, public institution, student

satisfaction, digital interaction, digital platforms
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3~ Kotler, Philip. Marketing in the Digital Age. Pearson Press, 2021, p. 77.
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' Kotler, Philip & Keller, Kevin. Marketing Management. 15th edition, Pearson, 2016, p. 205.

2 Chaffey, D., & Smith, F. (2022). Digital marketing: Strategies and tools (4th ed., p. 89). Routledge.
3 Ryan, D. (2020). Digital marketing in the modern era (3rd ed., p. 112). Kogan Page.

4Kotler, Philip. Marketing in the Digital Age. Pearson Press, 2021, p. 77

5 Strauss, J., & Frost, R. (2019). E-marketing essentials (8th ed., p. 134). Prentice Hall.
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' Kotler, Philip, et al. Marketing 4.0: Moving from Traditional to Digital. 2017, p. 83.
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