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Abstract

This study aimed to know the effect of adopting marketing ethics on consumer satisfaction, by protecting
their basic rights, and to achieve the objectives of the study a questionnaire was used for the purpose of
data collection, and it was distributed to a sample of consumers of soft drinks and juices in the city of
Setif.

The study concluded that soft drink and juice establishments adopt marketing ethics from the
consumer’s point of view, especially in terms of the product and price. The study also found that
adopting marketing ethics plays an important role in protecting basic consumer rights, which in turn
contributed to achieving consumer satisfaction, as the study revealed a positive impact with statistic
significance of the adoption of the ethics of all elements of the marketing mix (product, price, place,
promotion) on the protection of basic consumer right, the study also revealed a positive impact with
statistic significance of the protection of basic consumer right through adopting marketing ethics on
consumer’s satisfaction . the degree of influence was different from one right to another; the protection of
the right to information has been the most influential on consumer satisfaction.

Key Words: marketing ethics, ethical marketing mix, consumer protection, basic consumer rights,
consumer satisfaction.

Résume

L objectif de cette étude est de connaitre I'effet de I'adoption d'une éthique marketing sur la
satisfaction des consommateurs, en protégeant leurs droits fondamentaux, afin d’atteindre cet objectif ,
un questionnaire a été élaboré et a été distribué a un échantillon de consommateurs de boissons gazeuses
et de jus de fruits dans la ville de Sétif.

L'étude a conclu que les établissements de boissons gazeuses et de jus adoptent une éthique du
marketing du point de vue du consommateur, notamment en termes de produit et de prix. L'étude a
également révélé que I'adoption d'une éthique du marketing joue un réle important dans la protection des
droits fondamentaux des consommateurs, ce qui a son tour a contribué a la satisfaction des
consommateurs, I'étude ayant révélé un impact positif statistiquement significatif de I'adoption de
I'éthique de tous les éléments du marketing mix (produit, prix, distribution, promotion) sur la protection
des droits fondamentaux du consommateur, I'étude a également révélé un impact positif statistiquement
significatif de la protection des droits fondamentaux du consommateur par I'adoption d'une éthique du
marketing sur la satisfaction du consommateur . L'influence était différente d'un droit a l'autre ; la
protection du droit a lI'information a été la plus influente sur la satisfaction des consommateurs.

Mots-clés: éthique du marketing, marketing mix ethique, protection du consommateur, droits
fondamentaux du consommateur, satisfaction du consommateur.
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19



Ll Lald : gugad) GLBAT o Y Sl

alaall 3aat) S aglon o el gl (0 gardion dhalall 038 e cagadlly cilelaally
Ly
Auadl) ddudd :lay))
Oe ol ol ually Jiladll dily et Jes eaa® dnles LDIAT dal s
Ji DAT masall gl Jadll e i€ Aladll UBIAT K5 Y (DAY ale s Ll el
el ga La EIAN Cun 58 Lo Slliall (adl) 5o (e tdie ALY e DY) e ST S5
Caaaldl) 038 s 8 Daesd) Blall 3 dualad A8IAT Al sda S0kl slal) Lo Le gyl
Azd (12) sde W 58) Gin ghas)) Cagadidll S (e sadise Al cl@Al Hoda
gl can) zhall iyl adl celaadl (Jlne¥) deladl) & clead) i @il Alie Sl
Sy slall e Jy diliadl) o3¢l JEiaYls' degyll ¢ Alaall cdBlaall caall A ¢ Bauall
68 Aol AaY) (e paell dage dale Ljlas Jiliad Cilad)lly Gacalls Aol el (Sas
s B Al mllad) Glaaly (aaysally deall elajs sDlaall ae Gl e 28V el
Ly @bl el pe s iy DA e
Aland) daudd sLuals
9 Jaadls (A jgeaidll allall ae Jelaall dapl ol Allaell Clewi Aawldll de (pecam
DL el o e 13 Pl S AAY) juleall Gy disieal) sl Alslal) Al
Wi deg U sppeiall (giall ) wiins of (S Cligal) Al wanil DAl lgardinn )
Wil ) GAY) ple daudd 1) dllaall i atidy copae @lad deli A GSlaall paladd]
al A el Leope ST el Allaad) Aacdibedpedd) dacdall L)) laoliicd (e ST (dieal

Pdanll e 8 els agisis el o (3t

153 (o coasii gnall !
2Velga Vevere and Anna Svirina, op.cit, p.66.
¢ |bid,p.66.
4 0. C. Ferrell and others ,o0p.cit,p.163.
® 1bid,p.163.

20



Ll Lald : gugad) GLBAT o Y Sl

Lo gl 335 ) Jlee¥) Jlae 8 Alaal) s g

(B 3 lgladl) Janll Ao 300 anis o Toly (3 s duayj gl Allsali-

LAl M85 dalee ) dail) ) (535 ) Adadally llaad) Galad e 3 Auilay) Allaad)-
¢(AS)Lially 1Y)y Syl (gicns

48) dndall B dexdiall Jlatl¥) ddee anin o el Gaam Al dale il Adaad)—

(Bdead) 3 aaYly Baall ccilaglaall

asdlaall (ary Cmg i Jalailly Jlee¥) cldNAT jualic : GG cullaal)
ABAY) juled) Aol g o iy Sl yualiall aal ) Gylal) lladl 138 PAa Jylaing
D)) Glisly JleeY) GlBal s dilnal aalidl Gam o capl) 15 cclawga) b

Jlest) cldAT jalic : J5¥) &l
sacls I Al LAY juleddl 5 308 ) ool 0S8 JleeY1 @lDAT jualie juin
ralie 39ag (e w2l gy Aadipall CHLY) (e IS mlladd Cilungall 383 sa3 GUaiY)
A lgie 0585 A Luld) sualiall ) Glall Jlaie Wl V) Jleel) GlaIAY s

ey calddAY)

Gaal) of B shaal) Nl

OG5S o e mllad) Glaal paes (F (JleeY) @LBIAT 8 Lulid Jyaic ZEIL 5)laal) 2
Coaliall gl g s3sn iy il aldll o ducigall 5538 ) el 138y chaniall 8 AF agl
Jueel Cilijlan aitiy dlsley dhala dwgal) of ) A8 o LS amd) Gl 8 Lgaddess

fsagall e cang Cun adliad)) Glaal gl 30l Gl ani ) Gaall jadug dinyd

1 1bid,pp.163-164.

21



Ll Lald : gugad) GLBAT o Y Sl

el Jsaall 385 Lellady Aad¥) Slasly cadiias Leiar Lo Lila a5y Laages 6 dallaall pae

Jsihdl

) Ll

Gyad) sl uiall & S 05 gmead) G Alel) Alabedlly el ) clglesall o Allaad) asgia ey

Yiod oble 15365 of e bl gl Gean pualic DG Glla 5

sladl poan o A gl desgall Jals cpabisall Ga daall s 3 Blgluall Blam Blgluall -
¢allal)

A Levie Jially dlalaall o3 cdaelaia¥) llall 8 32V elaadl dols a:fiadl dlaadd) —
L Aaglia poal Jleal) ol o s o o s gl s Al AT duis b Jilo
FERPPEN

o pand) Gl e uals o(Lalh) ol o) 5oy slslaall (p Alaliall ga ropeaill -
B Lo Sy il L pal cleall sda oY dile e oe Gl OSE ol o Bl
3liS fSVlg daage FSYI Gulad o SLaa¥) o Ll danhlly (Jaalls oLl Ao (il
Al Ladas <Y

4 A ) BIG

gl (o U< dage Ll (<8 Ly Blaa¥l o dungd) 4 cuiligd) 508 Lyl i

i bl agadse oSay Gailagall Lo allay ) cilasbealls clgaa Culalaiall mlliadd) Claaly

o Blall 8 o) G Ll dpud) i WS cagr agiled) A8 0y L dpe a5

plad) Ll o ADleY) 8 lellanind (ge Laaddl) agililug agilastes Llens pgiva guad
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8737061-key-elements-business-ethics.html, consulté le 20.02.2020.
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Source David Crowther and Guler Aras, Corporate Social Responsibility, Ventus
Publishing ,2008,p.59. disponible sur
https://my.uopeople.edu/pluginfile.php/57436/mod_book/chapter/121631/BUS5116.Crowther
Aras.CSR.pdf consulté le 20.04.2020
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! David Crowther and Guler Aras, Corporate Social Responsibility, Ventus Publishing ,2008,p.59. disponible
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2 1bid,p 3

3 Dincer Caner and Dincer Banu, An Overview and Analysis of Marketing Ethics, International Journal of
Academic Research in Business and Social Sciences, Vol. 4, No. 11, November 2014,p153, disponible sur:
https://hrmars.com/papers_submitted/1290/An_Overview_and_Analysis_of Marketing_Ethics.pdf consulté le
16.04.2020.

4 0. C. Ferrell and others, Theoretical development in ethical marketing decision making ,op.cit, P3
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Holt/publication/242025620 A _longitudinal _and_contextual analysis of media representation of b
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1 Baker Michael and Saren Michael, op.cit ,p.81

2 Dincer Caner and Dincer Banu, op.cit ,p.154

% Laczniak .Gene R and Murphy .Patrick E, The Relationship Between Marketing Ethics and
Corporate Social Responsibility: Serving Stakeholders and the Common Good, Handbook of
research on marketing and corporate social responsibility, edited by Ronald Paul Hill and Ryan
Langan. Cheltenham, UK,2016, p. 69, disponible sur :

https://epublications.marquette.edu/cgi/viewcontent.cgi?article=1197&context=market_fac consulté
le:19.05.2020.

* Bouguila Siham , Marketing mix- an area of unethical practices, british journal of marketing

studies, vol.1, no.4, 2013, p. 21 disponible sur: https://www.eajournals.org/wp-content/uploads/Marketing-
Mix-An-Area-of-Unethical-Practices.pdf consulté le 19.05.2020.
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1 Philip Kotler and Gary Armstrong, Principles of marketing, 14" edition, Pearson, New jersey, 2010, p.10,
disponible sur: https://nit-edu.org/wp-content/uploads/2021/09/Principles-of-Marketing-Kotler-Armstrong.pdf ,
consulté le 20.03.2020.
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1Cengage, Ethics in marketing ,disponible sur: https://www.encyclopedia.com/finance/finance-and-accounting-
magazines/ethics-marketing, consulté le 02.10.2020 .

?Hitesh Bhasin, Importance of Marketing Ethics, august 2018,disponible sur:
https://www.marketing91.com/importance-of-marketing-ethics/, consulté le 12.11.2020.

3 Krishna rajan, Marketing ethics, international journal of management and applied science, volume-2, issue-11,
nov.-2016,p.195, disponible sur: https://www.iraj.in/journal/journal_file/journal pdf/14-314-1481954927194-
196.pdf consulté le 12.11.2020.
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! Husam Helmi and Abraham Pius , A Review of Ethical Pricing and Its Perception , Saudi Journal of
Business and Management Studies,2018,p.807, disponible sur : https://www.researchgate.net/profile/Husam-
Alharahsheh/publication/334574603_A_Review_of Ethical Pricing_and_lts_Perception/links/5dc43d52a6fdcc2
d2ffb5al3/A-Review-of-Ethical-Pricing-and-Its-Perception.pdf, consulté le 30.06.2020.

2 Chikosha Felix and Chiunye Tonderai Maximilian, Evaluating Pricing Ethics in Grocery Retailing: The
View of Harare Customers, Journal of Business and Management , VVolume 18, Issue 4 , 2016, p.30, disponible
sur :_https://www.iosrjournals.org/iosr-jbm/papers/\Vol18-issue4/Version-2/D1804023033.pdf 30.06.2020.

3 Husam Helmi and Abraham Pius,op.cit ,p.807 .

4 Chikosha Felix and Chiunye Tonderai Maximilian, op.cit ,p.30.
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! Laura Spitz, The 5reasons to measure customer satisfaction,disponible sur:
https://community.goodays.co/en/blog/the-5-reasons-to-measure-customer-satisfaction, consultéle 04.10.2022..

2 Grzegorz biesok, Jolanta wyrod-wrobel, op-cit,p.31.
% 1bid,p.33
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Source: Grzegorz biesok, Jolanta wyrod-wrobel, Customer satisfaction -meaning and
methods of measuring, chapter in a book marketing and logistic problems in the
management of organization,2011,p.25. disponible sur:
https://www.researchgate.net/profile/Grzegorz-
Biesok/publication/318013354 Customer_satisfaction_-
Meaning_and_methods_of measuring/links/5954¢c68c458515bbaa21c894/Customer-satisfaction-
Meaning-and-methods-of-measuring.pdf consulté le 20.12.2022.
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2 Philip Cleave, 6 Ways To Measure Customer Satisfaction,25.01.2023, disponible sur:
https://www.smartsurvey.co.uk/blog/6-ways-to-measure-customer-
satisfaction#:~:text=Customer%20Satisfaction%20Score%20(CSAT)&text=You%20can%20calculate%20CSA
T%?20using,the%20scale%20being%20highly%?20satisfied., consulté le 02.02.2023
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! Jacquelyn S. Thomas and others, Recapturing Lost Customers, Journal of Marketing Research,2004,p.44,
disponible sur: https://www.researchgate.net/profile/Jacquelyn-Thomas-

2/publication/228819557 Recapturing_Lost Customer/links/Ofcfd512e1fa440cf9000000/Recapturing-Lost-
Customer.pdf, consulté le:04.04.2021

2 1bid,p.31
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2 World Obesity Federation( Atlas),Annual report of Childhood Obesity, Britain,2019, disponible sur:
https://s3-eu-west-1.amazonaws.com/wof-files/11996_Childhood Obesity Atlas_Report ART V2.pdf ¢
consulté le 22.10.2022.
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! ounane Boumediene and Yahiaoui Nour El Houda, Corporate Social Responsibility in Food and
Beverage Industry: An Analysis Study of Soft Drinks Sector in Algeria, European Scientific
Journal, Vol.14, No.1, January 2018, p.203. disponible sur:
https://www.researchgate.net/profile/Yahiaoui-Nour-El-

Houda/publication/322903588 Corporate Social Responsibility in Food and_Beverage Industry A
n_Analysis Study of Soft Drinks_Sector in_Algeria/links/5a91b75fa6fdccecffO3fee5/Corporate-
Social-Responsibility-in-Food-and-Beverage-Industry-An-Analysis-Study-of-Soft-Drinks-Sector-in-

Algeria.pdf ,consulté le 20.12.2022 .
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2 Ounane Boumediene, Yahiaoui Nour El Houda, op.cit, p.202.
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1 John Law, Soft Drink: The Environment’s Enemy or Just a Friend?,21/01/2022, disponible sur:
https://ibottling.com/soft-drink-the-environments-enemy-or-just-a-
friend/#:~:text=The%20ingredients%20used%20in%20soft,equipment%20that%20pollute%20waterways%2C%
20etc. consulté 1e:05.02.2022.
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2 John Law,op.cit
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N B N 3 N S N B N 3
10 10 100 80 280 162 300 260 2300 338
5 4 110 3 290 165 850 265 3000 341
20 i) 120 ) 300 169 900 262 3500 336
25 24 130 o7 320 175 350 774 3000 351
30 38 130 103 340 181 1000 | 278 4500 354
33 32 150 108 360 186 | 1100 | 285 5000 357
20 36 160 113 380 1ot 1200 | 201 6000 361
£y ET) 170 118 | 400 1% 1300 | 297 7000 364
50 ET) 130 123 320 301 1400 | 302 3000 367
55 T 190 127 | 440 205 1500 | 306 3000 368
50 32 2 132 | 460 210 | 1600 | 310 10000 | 370
65 36 210 136 | 480 314 1700 | 313 15000 | 375
70 39 22 140 500 217 1800 | 317 20000 | 377
75 63 230 [ET] 550 236 | 1900 | 320 30000 379
80 86 | 240 148 500 234 | 2000 | 322 40000 | 380
83 70 250 152 | 630 242 | 2200 | 327 50000 | 381
20 73 260 155 700 248 | 2300 | 331 75000 | 382
5 76 270 158 750 354 | 2600 | 335 | 1000000 | 384

Noie: N is Population Size; S is Sample Sze Sowrce: Krejcie & Morgan, 1970
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