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Abstract:

This study aims to identify the role played by training programs to the
internal public in activating the communication process with customers and in
Algeria Telecom institution at both: a branch of Jijel and Tahir, and this study
start with the following hypotheses:

1. Training programs for the internal public of the institution contributes to the
formation of a positive mental image with customers.

2. Training programs for the internal public of the institution contributes to the
granting of the art of customer service to this public.

3. Training programs for the internal public of the institution contributes to make
them versed in the process of convincing customers.

Testing the validity of these hypotheses have been relying on descriptive
analytical method, and the study sample estimated 54 workers in Algeria
Telecom institution at both: a branch of Jijel and Tahir. also we designed a
guestionnaire containing 26 items distributed on three axes according to
hypotheses of the study.

And in order to analyze the data, we used two methods for qualitative and
guantitative analysis, as well as the use of the Chi-square test to check the
veracity of the hypotheses.

The study found the following results:

e Training programs for the internal public in Algeria Telecom institution at
both: a branch of Jijel and Tahir, contributes to the formation of a positive
mental image with customers.

e Training programs for the internal public in Algeria Telecom institution at
both: a branch of Jijel and Tahir, contributes to the granting of the art of
customer service to this public.

e Training programs for the internal public in Algeria Telecom institution at
both: a branch of Jijel and Tahir, contributes to make them versed in the
process of convincing customers.
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