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The strategy of diversifying digital communication channels and its impact on the
purchasing decisions of the tourist consumer A case study of a sample of travel and tourism
agencies in M'Sila
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Abstract: This study aims to determine the impact of the diversification strategy in digital communication
channels on the purchasing decisions of the tourist consumer, by applying it to a sample of travel agencies in
M'Sila. The study concluded that the travel agencies under study use digital marketing communication as one of
the most important means of communication to reach the largest possible number of their customers and audience,
through advertising, sales promotion, personal selling and public relations on social networks, the website and the
agencies’ email, in addition to telephone contact and SMS messages. Digital communication also plays an
important role in influencing consumer purchasing decisions and increasing their satisfaction, through the quality
of services provided by travel agencies, which are more in line with consumer requirements and meet their various
needs and desires, and provide them with all the information they request, thus increasing the effectiveness of
digital communication with agencies. This study recommended that travel agencies involve their clients in
determining how to communicate with them because they are the source of ideas that lead workers towards
innovation and creativity, as their view of things reflects the reality of their desires and ambitions, and fulfilling
them means reaching their goals and satisfying them.

Key Words: Diversification strategy, digital communication channels, purchasing decisions of the tourist
consumer, travel agencies.
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