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Abstract

This study aimed to reveal the role that websites play in facilitating the institutional
communication process, through the contribution of websites in raising the quality of
electronic services and their contribution to increasing customer satisfaction and

confidence in the commercial agency of Algeria Telecom - Al-Tarf Province branch -

To achieve the objectives of this study, a questionnaire was prepared on the frequent
customers of the Algeria Telecom Commercial Agency, Al-Tarf Province branch, and

they were selected using a simple random sampling method, amounting to 40 customers.

Our study relied on unstructured observation as a secondary tool and the questionnaire as
the main tool for collecting data, and we used the descriptive method. We have developed

the questionnaire questions based on the following central question:
» What is the role of websites in facilitating the mstitutional communication process?
Based on the following sub-questions:

* Does website design enhance the institutional communication process at the Algeria

Telecom Commercial Agency, Al-Tarf Province Branch?
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* How reliable are websites in accelerating the institutional communication process at the

Algeria Telecom Commercial Agency, Al-Tarf Province Branch?

In light of this study and after collecting and analyzing data, we reached the following

results:

* Website design accelerates the institutional communication process at the Algeria
Telecom Commercial Agency, Al-Tarf Province Branch, by providing a comfortable and
easy-to-use interface for the customer and providing important information in a

transparent and organized manner.

* The reliability of websites enhances the mstitutional communication process at the
Algeria Telecom Commercial Agency, Al-Tarf Province Branch, as it guarantees users a
reliable, continuous, and uninterrupted communication experience, especially since the
speed of flow is the result of the success of the Algeria Telecom Commercial Agency -
Al-Tarf Province Branch.

» Websites have a role in facilitating the institutional communication process by providing

high-quality services in the fastest time and at the lowest costs, at any time or place.
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