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Abstract:

This study aimed to determine the effect of managing the relationship with the customer
electronically in achieving customer satisfaction based on two key variables: managing the
relationship with the customer electronically as an independent variable, which was measured
based on the following dimensions: tangible material rewards, preferential treatment, website,
security and privacy. Customer support services, and customer satisfaction as a dependent
variable. To achieve the objectives of the study, the questionnaire was relied upon as the main
tool for collecting data. (60) questionnaires were analyzed and distributed to a sample of Al
Salam Bank’s employees.

The results of the study showed that managing the relationship with the customer electronically
has a statistically significant impact on the satisfaction of Al Salam Bank customers - Biskra.

Finally, the study presented a set of suggestions regarding achieving customer satisfaction, as
managing the relationship with the customer electronically is the most appropriate thing that the
bank under study can do to ensure the success of its marketing activities in particular and its
goals and customer satisfaction in general.

Key words:

Customer relationship management, electronic customer relationship management, customer
satisfaction, preferential treatment, tangible material rewards, website, security and privacy,
customer support services.
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