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Abstract:

The study aimed to identify the Relationship Marketing application and impact of supporting
infrastructure (trust, communication, empathy, create value) to build a mental image of
customers National Office of Tourism. The study population consisted of ONAT, Ghardaia
branch. , May be tourists category, mostly from the state of Ghardaia, has a simple random
sample of the number of dealers customers with ONAT Ghardaia branch study included, a
guestionnaire was designed to collect data from the study sample members, was distributed in
ONAT (85) questionnaire, which (5 ) the identification of non-refundable and (3) the
identification of canceled so that underwent them (77) questionnaire for statistical analysis by
90.58% of the total distributed questionnaires, have been subjected to the answers of the
respondents of the study sample for analysis members by using statistical analysis program
(SPSS.20) where Use the statistical tools such as the arithmetic mean, standard deviation, as
well as some existing applications in the program, such as health and test hypotheses (Cronbach
Alpha) to see the stability of sincerity questionnaire. Of hypothesis testing and analysis and
discussion of the results of these findings, the study concluded there is the impact of marketing
relations (communication, empathy) to build a mental image to customers National Office of
Tourism Ghardaia branch.

Keywords: Relationship Marketing, trust, communication, empathy, create value, the mental
image.
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N 77 77 77 77 77
Normal Parameters@? Mean 3,55 3,65 3,64 3,71 3,62
Std. Deviation ,554 ,792 ,826 ,837 A76
Most Extreme Absolute 174 ,101 ,160 ,220 ,110
Differences Positive , 107 ,099 134 ,220 ,067
Negative -,174 -,101 -,160 -,135 -,110
Kolmogorov-Smirnov Z 1,524 ,882 1,406 1,926 ,961
Asymp. Sig. (2-tailed) ,019 418 ,038 ,001 314

a. Test distribution is Normal.

b. Calculated from data.
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Reliability Statistics

N of ltems5 Cronbach's Alpha
agil) 0,778
Juasy! 0,871
alalail) 0,828
daslll G3la 0,702
il 3 ) pall 0,801

gt LY Jons

Correlations

Pearson Correlation

Sig. (2-tailed) N
A Al 5 guall 171 .137 o
g n - 7
JuatyIfaia ) 3 sual) ,308 ,006
et £ - 77
figall) 5 gual ,338 ,003
Aadll BA/A0N 5 ) gall ,215 061 ”

**_Correlation is significant at the 0.01 level (2-tailed).

**_Correlation is significant at the 0.01 level (2-tailed).




(D) Goeked!

Kolmogorov-Smirnov L= spss gl o2

One-Sample Kolmogorov-Smirnov Test

5y seall sl

s Juaiy | calaba Qg dll LK
N 77 77 77 77 77
Normal Parameters®® Mean 3,55 3,65 3,64 3,71 3,62
Std. Deviation ,554 , 792 ,826 ,837 476
Most Extreme Absolute 174 , 101 ,160 ,220 , 110
Differences Positive ,107 ,099 ,134 ,220 ,067
Negative -, 174 -,101 -,160 -,135 -,110
Kolmogorov-Smirnov Z 1,524 ,882 1,406 1,926 ,961
Asymp. Sig. (2-tailed) ,019 ,418 ,038 ,001 ,314

a. Test distribution is Normal.

b. Calculated from data.

(6) gkl
Spss &AU}! Sl s

BNy Ggmd) 1A (5Ll J\j’d:ﬁ\j &M‘ L gzadlg C.'J)\JQ'J\



Statistics

g Jlaiy) Calalasil) dadll 3la
N Valid 77 77 77 77
Missing 0 0 0 0
Mean 3,55 3,65 3,64 3,53
Std. Error of Mean ,063 ,090 ,094 ,092
Std. Deviation ,554 , 7192 ,826 ,808

(7) Gl
Spss coUJ.g CJL’J:M

Gt 8ygaall 1 j28) (6 ylimadl B putly  glaed! o grodly oyl S

olail ¢l ) &y Jadiall cileadl) S i

Ol s sl JLEiaY) il sa gLl sl () 5Sh sl ol (e

a3 ) guall peiaball gl | sy | Dhoegdad | sssadalad
Al e gbeadl A | Sl 8 il sleall i e g Jalall Lie G lelidail
e Lgaali Ol Gty [ Aalaadl il gl o el ¢Szl gl

N Valid 77 77 77 77
Missing 0 0 0 0
Mean 3,64 3,62 3,60 3,66
Std. Error of Mean 131 ,123 ,128 , 104
Std. Deviation 1,146 1,077 1,127 ,912




Statistics

sebadl SN Olsaly Juasyl
Olsaall s yal) dalpdl ik e el ey
Ll s ) pall dalpdl ikl Olsall clead bt [ e gl Y leay i Wdnia onat
Ay il sally S dabaall ikl e Al iy Jelaill A Jlas dpa 53
a3laaal Lgails ga Gaeaal) Cila el dxa
N Valid 77 77 77 75
Missing 0 0 0 2
Mean 3,57 4,26 3,58 3,76
Std. Error of Mean ,119 ,532 ,122 124
Std. Deviation 1,044 4,669 1,068 1,076
(8) k!
b Ji )\.W?U\ J.,,l’uSPSS Slr P
s¥1 L sillcoefficients?
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 2,793 ,618 4,522 ,000
&l ,259 172 171 1,504 ,137

a. Dependent Variable: 5 ) sall 43ia )

AUl s jdllcoefficientsa

Model

Unstandardized Coefficients

Standardized

Coefficients

Sig.




B Std. Error Beta
1 (Constant) 2,522 434 5,815 ,000
Juaiy) ,326 ,116 ,308 2,805 ,006
a. Dependent Variable : 5_ swall 433l
Coefficientsadilll 4z ydll
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
(Constant) 2,462 412 5,980 ,000
alalail) ,343 ,110 ,338 3,108 ,003
(D) gkl
L3 ’.. £ r3 -~
ALy Ao
Al ezl (3)3ky)
L15)\ dnelr Jlest 3,13 e el
L3y dnaler Brged PP W—F




