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Study Summary:

Institutional communication is considered a fundamental pillar in shaping the
corporate image of any organization, relying on various strategies and methods
to strengthen its relationship with the public. The problem addressed in this study
stems from the reality of the telecommunications company Algérie Télécom in
the Wilaya of Médéa, with a focus on the role of institutional communication in
building a positive image of the institution in the eyes of the external public and
gaining its trust. The central research question posed was: How does institutional
communication contribute to shaping the corporate image of Algérie Télécom in

the Wilaya of Médéa?

The objective of this study was to identify the importance of institutional
communication within Algérie Télécom in the Wilaya of Médéa, by highlighting
the strategies and approaches adopted to build a positive corporate image
among the external public. The descriptive method was adopted, and data were
collected using a questionnaire administered to a purposive sample of 100
individuals. The results indicated that institutional communication plays a crucial
role in shaping the institution’s image through effective communication and the
delivery of information and services. This has contributed to forming a relatively

positive perception among the external public of Algérie Télécom in Médéa.
In conclusion, the study’s key findings are as follows:

The results revealed a general dissatisfaction among the customers of Algérie
Télécom in the Médéa branch, primarily due to ineffective communication and
limited availability of information about services. Interaction with customers is
mostly limited to periods of technical failures, reflecting a lack of continuous
engagement. There is heavy reliance on traditional communication methods such

as face-to—face contact and telephone, especially among the less—educated



demographic groups, while younger audiences tend to prefer digital

communication tools.

Employee interaction was found to be acceptable but in need of improvement in
terms of professionalism and communication skills. Promotional campaigns suffer
from weak reach and limited impact, reducing the institution’s ability to connect
with broader segments of the population. Although the corporate image is
relatively positive, it remains incomplete due to inadequate message delivery and
a lack of effective mechanisms for gathering customer feedback, which in turn
affects trust and loyalty. The company also faces increasing challenges, including
limited communication channels and growing competition, necessitating greater

efforts to enhance performance and strengthen its relationship with the public.

Keywords: Institutional Communication, Corporate Image, Service

Institution.
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:SPSS galiy &l
Ciall
Pourcentage cumulé Pourcentage valide Pourcentage Fréquence
61,0 61,0 61,0 61 1 Valide
100,0 39,0 39,0 39 2

100,0 100,0 100 Total

ol
Pourcentage cumulé Pourcentage valide Pourcentage Fréquence
41,0 41,0 41,0 41 30 i Valide

79,0 38,0 38,0 38 40530 o W

100,0 21,0 21,0 21 40 e S

100,0 100,0 100 Total

el (ggisal

Pourcentage cumulé Pourcentage valide Pourcentage Fréquence
16,0 16,0 16,0 16 Luswe Valide

53,0 37,0 37,0 37 sl

100,0 47,0 47,0 47 ala

100,0 100,0 100 Total
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Sl AYel bl eV Lt dange pa clinjal Chead CaS
Pourcentage cumulé Pourcentage valide Pourcentage Fréquence
20 20 20 2 las 4 Valide
20,0 18,0 18,0 18 daw
62,0 42,0 42,0 42 dawgie
91,0 29,0 29,0 29 s
100,0 9,0 90 0 las Baa

100,0 100,0 100 Total

U o) s Gigan Alla A il GV L] dsde e Jealsis Ja

Pourcentage cumulé Pourcentage valide Pourcentage Fréquence
150 15,0 15,0 15  1nb Valide

49,0 34,0 34,0 34 ulal

80,0 31,0 31,0 31 Wk

100,0 20,0 20,0 20 Libs

100,0 100,0 100 Total

faall Ay & 8 el Y lal) Ao g Jualsill asi cas
Pourcentage cumulé Pourcentage valide Pourcentage Fréquence
48,0 48,0 48,0 48 alal Jlaty) Valide

91,0 43,0 43,0 43 gl Jlaiy)
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97,0 60 60 6 Jealsil) adlsa e
1000 30 30 3 duad dil

100,0 100,0 100 Total

flama yihall CVlall Cusge (o Lo dass Al Glagledl da

Pourcentage cumulé Pourcentage valide Pourcentage Fréquence
20 20 20 2 lal Valide

12,0 10,0 10,0 10 )t

50,0 38,0 38,0 38 ULlal

80,0 30,0 30,0 30 U

100,0 20,0 20,0 20 Wil

100,0 100,0 100 Total

eiliosll Cabiia g bl ge dalatll b Tl V50 el VL) diansge Jlee gl cloi sale

Pourcentage cumulé Pourcentage valide Pourcentage Fréquence
50 50 50 5l s Valide

15,0 10,0 10,0 10 e

56,0 41,0 41,0 41 g

87,0 31,0 31,0 31 AN

100,0 13,0 13,0 13 las aa

100,0 100,0 100 Total
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fhanal V5l Jihall YLl disge geads Al laadll e cidjas (oS * _alatll ssislliTableau croisé

eaanall LN el VL) deasbe Lgat Al Cloddll e b (i€
Total
Jolsill gilye Ausmiall Sy Apdlel Dlas dpams By DY)
16 2 2 2 5 5 Effectif Jawgia caleill (sgivedll
%100,0 %12,5 %12,5 %12,5 %31,3 %31,3 cedaill (5554d1% dans
37 10 7 4 9 7 Effectif gl
%100,0 %27,0 %18.9 %10,8 %24,3 %18,9 calaill_(s51sall% dans
47 11 12 2 10 12 Effectif  sals
%100,0 %23,4 %255 %4,3 %21,3 %25,5 ccdaill_(s5124ll% dans
100 23 21 8 24 24 Effectif Total

%100,0 %23,0 %21,0 %38,0 %24,0 %24,0 cedxill (552.d1% dans
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