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Abstract:

The aim of the study is to determine the effect of the website on managing the
customer relationship with its four dimensions: customer identification, customer
distinction, customer interaction, customer retention, BDL Bank- The commercial Pole
In Biskra-are selected as a case study.

In order to achieve the objectives of the study, the interview and the questionnaire
were used as data collection tools. 105 questionnaires were distributed to a workers of
the customers of the local development bank BDL - the commercial pole in Bikra- as
a sample, using the statistical program SPSS V20.

The results of the study shows that the use of the website has an impact on the
management of the relationship with the customer, especially in terms of customer
identification and customer identification. The study also find that there are no
statistically significant differences in the sample responses on the level of customer
relationship management at BDL Biskra - attributed to the personal factors of the study
sample.

Keywords: Customer Relationship Management, Website, local Development Bank
(BDL).
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