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Abstract

This study explores the role of e—administration in improving public
service delivery. It highlights the shift from traditional administrative
models to digital systems that enhance efficiency, transparency, and
citizen engagement. The first part presents the theoretical framework of
eadministration, its key concepts, benefits, and its impact on public
institutions.

The second part focuses on a case study of SONELGAZ, a major
Algerian public utility company. It analyzes the implementation of digital
tools such as ERP, CRM systems, and online platforms. The results show
significant improvements in billing, complaint management, and service
accessibility, despite some challenges related to infrastructure and staff

training.



