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Abstract:

This study aims to highlight the impact of electronic marketing on the quality of
banking services in Algeria, by answering the questions raised about the problem. It
also aims to know the means applied by banks to improve banking service quality.
Therefore, the conceptual framework for the quality of electronic banking services
and e-marketing was defined. Then a case study was conducted on the Gulf Bank
Algeria AGB - the agency of Biskra - to measure the impact of electronic marketing
on banking services quality.

The researcher used the method of single variance, simple regression, correlation
coefficient R and R2, in addition to frequencies and arithmetic means in analyzing
the data. One of the most important findings of the study is the existence of a
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significant relationship between electronic marketing and banking service quality.
The study also indicated that there are statistically significant differences in the
answers of the study sample on the quality of banking services due to the
demographic factors of customers.

The study ended with a set of recommendations; the most important is that banks
should pay attention to the aesthetic aspects of the site because it has a great impact
on customers’ perception when assessing service quality, banks should respond
quickly and meet customer demands, and banks should create an atmosphere of trust
for more reassurance and security in its relationships with customers, especially
with regard to the accuracy of completing banking transactions via the Internet,
following up on recent developments in the field of electronic marketing and
reaching customers through the latest electronic means.
key words

E-marketing, banking service quality, marketing mix, electronic payment
methods.
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