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Abstract:

This study aims to know extent of the impact of the marketing process on
the quality of banking service in its dimensions (Tangibility , Reliability
,Response , Safety , Empathy ) , wher this study was carried out on a sample
taken from the study population represented in a sample of banks in the state of
Biskra represented by the following banks (Al-Salam Bank — Agricultue and
Rural Development Bank — The People’'s Loan of Algeria Bank), where the
study was carried out by taking a sample of the employees of the

aforementioned banks .

In order to complete this study, we collected primary data by designing a
research questionnaire tha includes a set of question in order to achieve the
objectives of our study. The hypotheses were tested by processing this data,
based on the SPSS V23statistical program, and through it we reached a number
of results, the most important of which the marketing process has an impact on
improving the quality of banking service in its dimensions in the sample of

banks under study in Biskra .

Based on the results reached, a number of recommendation were presented ,
the most important of which is the need to rely on the marketing process by
banks in order to improve the quality of thier service , which ensures that they

meet the needs and desires of the customers , including gaining his satisfaction.

Keywords : marketing process, quality of banking service , tangibility ,
reliability , response , safety , empathy , banks under study (Al-Salam Bank —
Agricultue and Rural Development Bank —The People's Loan of Algeria Bank ).
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