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Abstract :

This study aims to determine the role of the perceived value in achieving
loyalty of the banking customer depending on two main variables : 1/perceived
value as an independent variable, which was measured based on the following
dimensions : mental image, service quality, and price. 2/ customer loyalty as a
dependent variable. In order to achieve the objectives of the study, a questionnaire
was designed as a tool for data collection. 73 questionnaires were randomly
distributed to a sample of clients from the bank of agriculture and Rural
Development-Agency of Biskra — and they were analyzed using the SPSS
program.

The results of the study showed that there is a significant role between the
perceived value on the loyalty of the banking customer. In addition, the results
show the effect of all dimensions of the perceived value on customer loyalty
especially the price dimension which had the greatest impact on the latter.

In the end, a number of suggestions and recommendations were presented
regarding improving the dimensions of perceived value to gain the loyalty of the
banking customer.

Keywords : perceived value, quality of service ,price, customer loyalty.
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