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Summary

This study aimed to identify the role of customer relationship management in
enhancing customer banking loyalty, given that it is one of the most important topics
that are of great importance to Algerian banks today through building permanent
relationships with their customers, which is considered one of the most important
modern approaches in marketing management. Choosing Al Salam Bank - Biskra - to
carry out the applied study, and to achieve the objectives of the study, a questionnaire
was developed as a tool for collecting the required data and it was distributed
electronically to a sample of the bank’s customers. After a great effort, 60
questionnaires were collected, and they were all analyzed using the SPSS statistical
program. for all validity.

The results showed that there is a role for managing the relationship with the
customer in its various dimensions (customer satisfaction, customer confidence,
customer value, customer commitment, customer interaction) in enhancing customer
banking loyalty to the customers of Al Salam Bank - Biskra -. It can be said that the
results of our study cannot be generalized to all banking institutions, since the study was
limited to only one banking institution, which is the Salam Bank - Biskra -, but through
it we open research horizons to study the same topic in other sectors.

Keywords: Customer relationship management, customer banking loyalty, Al
Salam Bank - Biskra Agency -.
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