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ABSTRACT :

This study aims to discover the impact of the service meeting on the mental
image in the bank. For this purpose, the National Bank of Algeria (BNA) "Biskra
Agency" was selected as a study community. Where 50 questionnaires were
distributed to the bank's customers, after collecting and analyzing the data based on
appropriate statistical methods to test the extent to which the hypotheses were
realized according to the opinions of the study sample.

The results showed a significant effect of the service encounter with its two
dimensions (service provider and physical environment) on the mental image of
the bank selected.

Keywords: service encounter, mental image, service provider, physical
environment.
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