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Summary

The main objective of this study is to understand the impact of internal customer
adaptation to electronic applications on the satisfaction of external customers within
the Algerian Post Office, specifically in the Medea province. To achieve this
objective, the study sets several descriptive objectives aimed at generating
interpretive results. Initially, the study aims to present the inputs of external
customer satisfaction and the measurement indicators associated with it. This
involves identifying the factors that contribute to customer satisfaction and
determining how it can be measured effectively. Subsequently, the study focuses on
understanding the internal customer's adaptation to electronic applications,
including examining the practical determinants of adaptation and the various
infrastructures that facilitate it. Additionally, the study aims to gain insights into the
processes and strategies that can enhance the adoption of electronic applications
within the organization. Furthermore, the study explores and examines different
theories and models of technology acceptance. Our research team aims to select a
suitable model that can explain the relationships between the variables under
investigation by reviewing existing literature and previous studies, This theoretical
framework will provide a solid foundation for analyzing the data and drawing
meaningful conclusions. In the applied part of the study, a case study approach is
adopted, focusing on the Algerian Post Office in the Medea province. Data is
collected through the use of questionnaires to gather information from various
sources within the organization. The collected data is then analyzed using statistical
software such as SPSS 27 and SMART PLS 4 to test the formulated hypotheses and
draw valid conclusions. The study has yielded several important findings. One key
finding is the high level of internal customer adaptation to electronic applications in
Medea province post offices, as reflected in the high average scores of the
dimensions related to this variable. Additionally, acceptable levels of external
customer satisfaction have been achieved. Overall, this study provides valuable
insights into the relationship between internal customer adaptation to electronic
applications and external customer satisfaction within the Algerian Post Office. The
findings can contribute to the development of strategies and practices that enhance
customer satisfaction and improve the organization's overall performance.

Keywords: internal customer, Adaptation, Electronic applications, TAM, External
Customer, Satisfaction, Post Office.
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