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Abstract:

Our current study aims to identift the impact of the Physical Guide to Banking as
an element of the banking marketing mix on the customer's satisfaction. To achieve
the objectives of the study, the Algerian National Bank was selected The survey tool
was used as a tool to gather the information needed to respond to the problems and
hypotheses of the study. We distributed it electronically to the study sample to collect
79 questionnaires. Statistical methods were used to analyze and interpret the results

using the programs of the spss-v20 social science statistical package.

The study found several findings, the most important of which was the impact of
the physical guide in its various dimensions (external manifestations, internal
manifestations, other concrete aspects) on the satisfaction of the Algerian National
Bank's customers - the Biskara Agency. The study also found that there were no
statistically significant difterences in the sample responses to the level of satisfaction of

the Bank's customers attributable to the personal factors of the sample of the study. The



study therefore presented a set of suggestions that would enable the Bank to benefit

trom the physical evidence to achieve the customer's banking satisfaction.

Keywords: physical evidence, physical environment, external manifestations,

internal manifestations, other tangible aspects, customer satisfaction.
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