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Abstract :

The aim of this study was to investigate the impact of customer relationship
management on the brand image of Bank Salam, Biskra Agency. On one
hand, the study aimed to conduct an applied study within the bank, where a
random sample of Bank Salam customers was selected. To achieve the study
objectives, a questionnaire was designed as a data collection tool, and
appropriate statistical tests and tools were used within the Statistical Package
for the Social Sciences (SPSS, Version 20). The questionnaire was distributed
to all Bank Salam customers at the Biskra Agency, and 64 valid
questionnaires were collected for analysis. The field study took place from
March 20, 2023, to May 20, 2023.

The study found several results, the most important of which is that
customer relationship management, with its various dimensions (focus on key
customers, customer knowledge, customer value, customer trust), has an
impact on the brand image of Bank Salam, Biskra Agency. Customer
relationship management is considered one of the modern strategies that
enables organizations to get closer to and understand their customers in order
to establish a relationship based on trust and partnership. This relationship
enables the organization to achieve greater profitability in a more competitive
environment. The study recommends that Bank Salam increase its focus on
customer knowledge and customer trust, as they are identified as strong
influencers on the brand image. This can be done through conducting research
and studies on customer behavior towards banking services, continuously
updating the customer database, and offering new services based on customer
value to enhance customer loyalty through various means.

Keywords: customer relationship management« brand image« Al Salam
Bank« Biskra Agency.
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