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Abstract

This study aimed to identify the impact of relationship marketing in improving the
quality of banking service at the National People's Loan Bank and Biskra agency, which is
the sample under study. this effect was studied through the dimensions of relationship
marketing (trust, communication, empathy, exchange, commitment) as an independent
dimension and the quality of banking service( concreteness, reliability, security,
responsiveness, empathy) as a dependent variable.in this study, we relied on the
questionnaire tool, where 65 questionnaires were distributed to a sample of CPA
employees and used in the statistical analysis of data statistical packages program for
Social Sciences SPSS. V26.

The study reached several results, the most important of which is the presence of a
statistically significant impact of relationship marketing in its various dimensions on
improving the quality of banking services in the bank under study, and the existence of a
positive and strong correlation between the variable of relationship marketing and the
variable of the quality of banking services in the bank under study, the level of availability
of relationship marketing was average in the bank under study, and the level of availability
of quality of banking services came high in the bank under study according to the study
metrics, and finally the study presented a set of suggestions regarding the need to adopt
relationship marketing because it has a positive reflection in improving the quality of
banking services provided to customers in the bank under study.

Keywords: relationship marketing, quality of banking service, bank, client.
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