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Abstract:

Service institutions, particularly in the telecommunications sector, face
rapidly evolving and constantly changing challenges, which require the development
of communication mechanisms with their audiences. In this context, public relations
emerge as a strategic tool that contributes to building trust and achieving customer
satisfaction, especially amid growing expectations regarding service quality and

response speed.

This study falls within this framework, aiming to analyze the role of public
relations in enhancing customer satisfaction within the "Algeria Telecom" institution
— Médéa Branch, by focusing on the nature of the implemented communication
activities, the extent of public engagement with them, and their impact on the

institution’s image.

The study adopted a methodology that combines theoretical aspects with field
analysis, using interviews with several institutional executives as a tool. It raised
questions about public relations efforts, the level of interaction, and the effectiveness

of these efforts in improving customer satisfaction. Ultimately, it seeks to provide

practical recommendations aimed at enhancing communication effectiveness and

improving the relationship between the institution and its customers.
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