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Abstract :

This research examines the reality of customer relationship management in
a service institution, specifically the Al-Jawhara Hotel in Ghardaia. The first part
of the research focuses on the theoretical presentation of customer relationship
management concepts, their importance, and their objectives. Then its steps and
factors for its success or failure.

The second chapter focused on the determinants of the trelationship between
the various dimensions of successful customer relationship management,
followed by the practical application of those dimensions in Al- JAwehara Hotel
in Ghardaia.

The research concluded that there is no customer relationship management
application at Al-Jawhara Hotel, despite the presence of early signs of concepts
related to customer relationship management and attempts by the managers to
build a personal relationship with their clients, benefiting from the small size of
the hotel. However, these efforts were marred by many shortcomings, the most
significant of which was the focus on price and discounts in attempts to attract
and retain customers.
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