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Abstract:

The study aims to identify the role of managing the relationship with the customer in its
dimensions (customer satisfaction, customer trust, customer value, customer knowledge,
customer interaction) in enhancing the loyalty of the banking customer. The bank’s customers,
and the questionnaire was relied upon as a tool for collecting the necessary information to
answer the problem and hypotheses of the study. We distributed it electronically to the study
sample to collect 65 questionnaires, and none of them were excluded due to their validity. The
data was also analyzed using the SPSS statistical program.

The results showed that there is a role for managing the relationship with the customer
in its various dimensions (customer satisfaction, customer confidence, customer value,
customer knowledge, customer interaction) in enhancing customer loyalty to Al Salam Bank
Biskra.

The study also concluded that there were no statistically significant differences in the
sample's answers about the level of customer loyalty due to the personal factors of the study
sample. Based on this, we presented a set of suggestions that would enable the bank to benefit
from customer relationship management in enhancing customer loyalty.

Keywords: Customer Relationship Management, Bank Customer Loyalty, Al Salam
Bank Biskra.
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