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Abstract:

This study showed how the customer relationship management system with its
various dimensions and mechanisms can contribute to achieving the efficiency and
effectiveness of the insurance service offer. Where the problem of the study was examined
by conducting a field research at the level of two insurance companies, one belonging to
the public sector (CAAT insurance company) and the other belonging to the private sector
(TRUST Algérie insurance company).

Where the study included a sample of employees in commercial agencies of the two
companies with a total of 100 respondents and a sample of customers from the two
companies with a total of 300 respondents, at list 275 questionnaires were retrieved, in
some states from the west Algerian (Mostaghanem, Oran, Sidi Bel Abbes and Relizane)

After analyzing the two questionnaires using the software of Statistical Package for
Social Sciences (SPSS) and some statistical tests such as the arithmetic mean, standard
deviation and Pearson correlation coefficient, it was concluded that in order for insurance
companies to improve their offers and services, they must adopt the customer relationship
management system and apply it in all its dimensions in different levels of the company,
and work on activating the various mechanisms used by the system to achieve the
efficiency and effectiveness of the relationship with the customer and as a result achieving
the quality of services, through the use of modern technology, developing and motivating
the sales force and intensifying campaigns and promotional operations.
Keywords : Customer relationship managment, insurance companies, relationship quality,
quality of insurance service.
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