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Abstract :

This study aims to show the management of the relationship with the customer in achieving
loyalty among the banking customer, an applied study in the Algerian Foreign Bank -Biskra-,
where the management of the relationship with the customer was represented in its three
dimensions represented in services, marketing, trust and customer satisfaction, which made the
management of the relationship with the customer a means to gain satisfaction The banking
customer, by taking care of the customer and establishing a long-term relationship with him.

In order to reach the objectives of the study, the questionnaire was relied on as a tool for
collecting primary data and then analyzing and processing it using the Statistical Package for
Social Sciences (SPSS) version 25 through several statistical methods such as: descriptive statistics
measures, normal distribution test, correlation coefficient, regression and regression variance
analysis simple linear.

The results of the analysis resulted in a number of results, the most important of which are:
e There is a role for managing the relationship with the customer in achieving the loyalty of the
banking customer in the Algerian Foreign Bank -Biskra
e Thereisarole for managing the relationship with the customer with respect to services in achieving
the loyalty of the banking customer at the Algerian Foreign Bank in Biskra
e There is a role for managing the relationship with the customer with regard to marketing in
achieving the loyalty of the banking customer at the Algerian Foreign Bank in Biskra.
e There is a role for managing the relationship with the customer with regard to marketing in
achieving the loyalty of the banking customer at the Algerian Foreign Bank in Biskra.
Keywords: customer relationship management, bank customer loyalty, customer satisfaction,
Algerian foreign bank.
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A

Corrélations

Corrélations

3, 'JJS“ _))M” e A;LL” )};AS\

O 525 ae A8 sl laadll 1Y 2ell
O3l g 48301513 J5¥1 sl Corrélation de Pearson 1 ,778™ ,960™
Sig. (bilatérale) ,000

N 50 50

Corrélations

Ly 485 1) e

Gl 1 S el sl
Ol ge A8l 5l J5Y) sl Corrélation de Pearson 773" ,878™
Sig. (bilatérale) ,000 ,000
N 50 50

** La corrélation est significative au niveau 0.01 (bilatéral).

Echelle : ALL VARIABLES

Récapitulatif de traitement des
observations

N %
Observations Valide 50 100,0
Exclue? 0 ,0
Total 50 100,0

a. Suppression par liste basée sur toutes les variables
de la procédure.
Statistiques de fiabilité
Alpha de Nombre
Cronbach d'éléments

,865 28
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A

Régression

Variables introduites/éliminées?

Variables Variables
Modele introduites éliminées Méthode
1 B0 ) el Introduire
by sl e ABI)

sV oY S8 ) dla, Variable dépendante :

b. Toutes les variables demandées ont été introduites.

Récapitulatif des modéles
Erreur standard

Modeéle R R-deux R-deux ajusté de l'estimation

1 ,7782 ,605 ,596 ,23523

Ol @e @ 5,10 J5Y)  saalla, Prédicteurs : (Constante),

ANOVA?
Somme des
Modéle carrés ddl Carré moyen F Sig.
1 Régression 4,061 1 4,061 73,385 ,000P
de Student 2,656 48 ,055
Total 6,717 49
sV &Y S8 sadlla, Variable dépendante :
Ol ae @ 5,510 UYL saallb. Prédicteurs : (Constante),
Coefficients®
Coefficients
Coefficients non standardisés standardisés
Modele B Erreur standard Béta t
1 (Constante) 1,408 271 5,202
Ol e A 5,13 JSY) Hsaall 617 ,072 778 8,567
Coefficients®
Modéle Sig.
1 (Constante) ,000

Ol e A 5,10 ISV el 000

sV Y5 i Sl malla. Variable dépendante :
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