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Abstract:

This study aimed to highlight the role of customer relationship management as one of the
most prominent modern approaches in its dimensions (organizational efficiency,
customer knowledge, customer value, customer confidence) in improving marketing
performance in its dimensions (market share, sales, profitability, customer retention,
customer attraction, customer satisfaction) through Using quantitative methodology and
case study.

In order to answer the problem of the study and test its hypotheses, the employees
(executives and administrative employees) were tested in a group of public banks
represented by (the National Bank of Algeria, the Bank of Agriculture and Rural
Development, the Local Development Bank, the Algerian Popular Credit, the Savings
and Reserve Fund - Bank) combined for the study, the questionnaire was relied upon as
the main tool for collecting primary data, which was distributed using a simple random
sampling method to 55 employees using a free/unrestricted interview.

Finally, the study reached a set of results, the most important of which are: The public
banks under study adopt the customer relationship management approach in its
dimensions (organizational efficiency, customer knowledge, customer value, customer
trust), in an effort to improve marketing performance in its dimensions (market share,
profitable sales, retaining customers, attracting customers, and customer satisfaction)

In addition to the presence of a positive and relatively strong correlation, and a
statistically significant role for customer relationship management in its individual
dimensions in improving marketing performance in its combined dimensions.

As a result, a set of recommendations emerged which required the need for the public
banks under study to maintain the organizational efficiency as a basic dimension that
contributes to improving marketing performance.

Through the simple correlation coefficient, the coefficient of determination, and simple
linear regression, it was achieved to reject the main hypothesis indicating that there is no
role for customer relationship management in improving marketing performance.

Keywords: public banks, customer relationship management, marketing performance
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