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ABSTRACT

This study aimed to identify the reality of customer relationship management and its impact
on the quality of banking service in Algerian banks by identifying five dimensions, namely:
customer orientation, customer interaction, customer voice, customer relationship
strengthening, customer relationship sustainability, and to do so, AL Salam Bank in Biskra was
selected to conduct the field study.To attain the studyobjectives, we collected data and
information by distributingan electronic questionnaire and used a sample size of 117 customers
for statistical analysis using the SPSS v20 programme. The results obtained showed that the
respondents agreed that CRM has a positive impact on the banking service quality, and that
only the three dimensions of CRM, customer interaction, customer voice and customer
relationship sustainability, led to the improvement of the banking service quality. Based on the
findings, we provided a set of suggestions and recommendations to support and develop
concepts related to the field of study.

Keywords: Customer Relationship Management, Banking Service Quality, Al Salam
Bank.
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