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Abstract:

The study aims to provide a theoretical framework for managing customer relations,
highlighting its role in enhancing customer banking loyalty, and dropping this to the Bank of
Peace branch of Biskra, according to the descriptive and analytical approach. For this
purpose, the questionnaire was adopted as a data collection tool and distributed to a sample
of the study community of 32 which covered all the bank's frameworks.

One of the most important findings of the study is that customer relationship management
has a moral correlation with all dimensions of customer loyalty at the indicative level (0.01).
The study suggested that the institution should conduct formative courses for its employees,
to learn about the latest developments in the administrative, organizational, technological and
scientific field. Prioritize existing customers by forming permanent and distinct relationships
with them.

Keywords: Customer Relationship Management, Customer Loyalty
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