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abstract:

This study aimed to find out the role that relationship marketing plays in enhancing customer loyalty, by
focusing on the concept of relationship marketing, which depends on managing the relationship with the customer in
retaining them and gaining their loyalty, and through the applied study, the theoretical aspects were dropped on Gulf
Bank, the agency of Biskra, .

The research found that the level of practicing relationship marketing activities in Gulf Bank is high, as the
arithmetic averages of its dimensions ranged between (3.46-3.96), while the general arithmetic average reached
(3.73). We conclude from this that the bank is aware of the importance of relationship aspects in winning customers
and promoting services that It provides.

- Most of the sample members are of them and have loyalty to the bank and their degree of loyalty is
moderate, as the general arithmetic average of it reached 3.37, so the customers have satisfaction and loyalty at an
acceptable level about Gulf Bank services and they have a good image about it, but it did not rise to advanced levels,
and this matter poses a challenge for the bank to increase The loyalty of its customers, to ensure that they are not
directed towards competitors, especially with the intensification of competition in the banking market.

-- It was also found that there is a statistically significant relationship between relationship marketing and
customer loyalty, as it was found that relationship marketing has a 48% role in improving the loyalty of Gulf Bank’s
customers and the agency of Biskra.

key words: Relationship Marketing, Loyalty, Managing the relationship with customers, the satisfaction
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