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Abstract :

Abstract :

We can note that the existence of relationship marketing in banking
Institutions in imperative, in order to win the largest number of customers and to
ensure continuity in a competitive environment, without detracting from the
importance of the role played by the quality of services in attracting and maintaining
the customer. Even though, this study we tried to highlight the dimensions of both
relationship marketing and quality banking service and their role in winning customer
loyalty, we have concluded that relationship marketing is a bridge to win customer
satisfaction while the quality of service the complementary element to win loyalty.

In this study, the Gulf Bank in Algeria "Biska Agency" was invesetigated to
validate the lately mentioned points. Consequently, the results revealed a strong
correlation between the three variables, among the most important achievements was
the Bank’s keenness to provide high quality services from the relationship marketing
application; it earns a lot of loyalty from his customers.

Key Words: Relationship Marketing in Banking, Customers Satisfaction, Quality
Banking Service.
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JSS Bylaiadld &g S Wl bl Jalaa :(02) ad) (Galal

Alpha de Nombre
Cronbach d'éléments
771 36
Alpha de Nombre
Cronbach d'éléments
740 17
Alpha de Nombre
Cronbach d'éléments
,667 15
Alpha de Nombre
Cronbach d'éléments
, 795 3

cliaily clavgial) :(03) ab; Galal)

N
Valide Manguante | Moyenne | Médiane | Ecart-type
G5 s 49 0 4,2041 4,0000 ,48979
Jduasy) 49 0 3,5782 3,6667 ,58045
g sasl 49 0 3,8503 4,0000 ,55303
Lol 5 49 0 3,8912 4,0000 ,56268
A8 yidalledl) 49 0 3,7891 4,0000 ,66907
Jakall 49 0 3,7075 4,0000 ,66886
BN, gl 49 0 3,8367 3,8889 ,31801
alaie ) 49 0 3,7483 3,6667 ,48367
B 49 0 4,0272 4,0000 ,48513
Ay 49 0 3,9116 4,0000 ,45530
A galdl) 49 0 4,0612 4,0000 ,33798
Calalaill 49 0 3,7143 3,6667 , 70711
N5l 49 0 4,2109 4,0000 ,45488
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A0aallzy FTN

0

3,8925

3,8667 |

27716 I

2l Ljlnal) cildai¥ly Apluall cillgia : (4) a3 Galall

N Moyenne | Ecart type
yl 49 4,08 ,640
y2 49 4,16 657
y3 49 4,37 636
y4 47 3,72 743
y5 49 3,49 916
y6 49 3,51 ,820
y7 49 3,96 978
y8 49 3,84 ,590
y9 49 3,76 ,630
y10 49 3,73 861
y11l 49 3,90 743
y12 49 4,04 676
y13 49 3,45 843
yl4 49 3,88 ,904
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y15
y16
y1l7
y18
z1
z2
z3
z4
z5
z6
z7
z8
z9
z10
z11
z12
z13
z14
z15
z16
z17

z18

Juatyl

gsasl

L 5l

110

49

49

49

49

49

49

49

49

49

49

49

49

49

49

49

49

49

49

49

49

49

49

49

49

49

49

4,04

4,16

3,49

3,47

3,63

4,02

3,59

3,94

4,16

3,98

3,86

3,98

3,90

4,12

3,98

4,08

3,80

3,84

3,51

4,04

4,27

4,33

4,2041

3,5782

3,8503

3,8912

,676

,657

,916

,981

, 755

,595

,674

AT5

,657

,692

577

,595

,653

,600

,595

277

,841

,898

, 767

644

,638

,555

,48979

,58045

,55303

,56268
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paill 49
Jall 49
Ga el 49
sa5al 49
N valide (listwise) 47

3,7891 ,66907
3,7075 ,66886
3,8369 ,31811
3,9456 ,25772
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e¥sllg daddl) Bagag culdMally Gyl G LI @l@e :(05) a2y (Ealal)

Corrélations

8Ly gl ORI PN
BNl gusl) Corrélation de Pearson 1 ,820
Sig. (bilatérale) ,000
N 49 49
EOSENUAYEN Corrélation de Pearson ,820 1
Sig. (bilatérale) ,000
N 49 49
By ol Yl
lEa L, gl Corrélation de Pearson 1 ,518"
Sig. (bilatérale) ,000
N 49 49
Yl Corrélation de Pearson ,518™ 1
Sig. (bilatérale) ,000
N 49 49

** | a corrélation est significative au niveau 0.01 (bilatéral).

Nally Bagall ¢ BLIY) ABe 1(06 ) ady Galal)

POREN{Y JEN

£Y 5l

40241130 FEN

Corrélation de Pearson

Sig. (bilatérale)
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,921

,000
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N 49 49
Yl Corrélation de Pearson ,921 1

Sig. (bilatérale) ,000

N 49 49
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