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Abstract:

This study aims to know the role of personal selling in achieving customer
satisfaction, as the success of enterprises that ensure their survival and continuity
depends largely on the skills of their sales forces, as this activity has a direct impact
on customer satisfaction through the various skills possessed by those forces that
enable them to understand their needs and desires and adapt to the temperaments
and behaviors of different types of customers. Therefore, enterprises seek to attract
efficient sales forces and are keen to renew and develop their skills permanently
through effective training and appropriate motivation.

The field study was carried out on a sample of customers of the National Bank
of Algeria BNA in Laghouat, where 62 questionnaires were collected electronically,
and statistical processing was carried out using the SPSS 26 program, and the most
important results were that personal selling has an important and statistically
significant role in achieving customer satisfaction at the level of significance 5%,
where "the communication and negotiation skills of the service provider as well as
the skills of time management and customer feedback" had a statistically significant
role in achieving customer satisfaction at the level of Significance 5%, and the
hypothesis of a statistically significant role for "the personal and cognitive skills of
the service provider in achieving customer satisfaction at the significance level of
5% was rejected." It should be noted that there are no fundamental differences in
achieving the satisfaction of BNA customers in Laghouat due to demographic
variables at the significance level of 5%, except for the age variable. A number of
recommendations were also presented that can support the National Bank of Algeria
(BNA) in Laghouat in developing the skills of its sales force in order to achieve more
effective personal sales activity to achieve customer satisfaction and retain them as
long as possible.

Keywords: Personal Selling, Selling Forces, Customers Satisfaction, National Bank
of Algeria (BNA) in Laghouat.
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Scale: ALL VARIABLES

Case Processing Summary

N %
Cases Valid 62 38.3
Excluded? 100 61.7
Total 162 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics
Cronbach's
Alpha N of ltems
.935 24
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Frequencies
Statistics
Csiall
N Valid 62
Missing 100
Qadad)
Cumulative
Frequency Percent Valid Percent Percent
Valid S 35 21.6 56.5 56.5
< 27 16.7 43.5 100.0
Total 62 38.3 100.0
Missing System 100 61.7
Total 162 100.0
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Frequencies

Statistics
Cpnall
N Valid 62
Missing 100
Cyd)
Cumulative
Frequency Percent Valid Percent Percent
Valid J8 (e 30 Aias 24 14.8 38.7 38.7
= 30 I 39 4w 16 9.9 25.8 64.5
=40 149 4 12 7.4 19.4 83.9
50 4 yiSlé 10 6.2 16.1 100.0
Total 62 38.3 100.0
Missing System 100 61.7
Total 162 100.0
Cyad)
S) Lad 50 (s
%16 e :
4. 30 ¢ )
ol B 4 30 0 B

43w 49 ) 40 o %39 “
%19 . 2 39 1 30 e

B .49 40 o

4w 39 30 o o
%26 m S Lé 50 (e
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Frequencies
Statistics
6 sinaall aglal
N Valid 62
Missing 100
& Shaal) palal)
Cumulative
Frequency Percent Valid Percent Percent

Valid 8 e g 380 2 1.2 3.2 3.2

g5 5 3.1 8.1 11.3

ela/clal 1 Lle 52 32.1 83.9 95.2

SA 3 1.9 4.8 100.0

Total 62 38.3 100.0
Missing System 100 61.7
Total 162 100.0
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Frequencies

Statistics
Ak
N Valid 62
Missing 100
s
Cumulative
Frequency Percent Valid Percent Percent
Valid il e 31 19.1 50.0 50.0
Jlec! 3 10 6.2 16.1 66.1
el 3 1.9 4.8 71.0
U e 18 11.1 29.0 100.0
Total 62 38.3 100.0
Missing System 100 61.7
Total 162 100.0

b
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Frequencies

Statistics
Jaall
N Valid 62
Missing 100
Jaal
Cumulative
Frequency Percent Valid Percent Percent
Valid Jil 5 30000 2 4 25 6.5 6.5
= 30000 z2 ' J& - 60000 21 13.0 33.9 40.3
&2
= 60000 2 Y 90000 2 10 6.2 16.1 56.5
81 5« 90000 g2 12 7.4 19.4 75.8
G o 15 9.3 24.2 100.0
Total 62 38.3 100.0
Missing System 100 61.7
Total 162 100.0
Jaall
m 230000 < B

260000 5 8 I 30000 cse
m 2290000 ! 60000
B 290000 = )

das ey
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Descriptives
Descriptive Statistics
N Mean Std. Deviation

1) e p2ie 4e2al) clivy BNA Lelaes 62 2.85 438
&Y.

2)Jiiy piie Laxl) iy BNA e 62 2.58 .691
el sl s,

3)s23s pdie Aerdll cliy BNA alec 62 2.68 566
45 yhay Aalaia,

4) ey pie deadl) cliy BNA 48 62 2.71 584
il die Jaladll aa ¢ Skanl),

Gl dpaddll 62 2.7056 43543
Valid N (listwise) 62

Descriptives

Descriptive Statistics
N Mean Std. Deviation

5)am pdie desdll clin BNA JS 62 2.66 651
o slaal) A Lgallay o Slanll sl

e,

6) el piie Laxall cliy BNA 62 2.53 671
45 yray 5]l <1 laadl) Al Lgandy,

7)edie 402l i BNA (s 250 5L 62 2.40 712
il Ly o Slanll

8) bl p3ie Aesall iy BNA 62 2.39 754
w2385 Fadl iy oY),

Sl leall b jadl) 62 2.4960 48648

Valid N (listwise) 62




Descriptives

Descriptive Statistics

N Mean Std. Deviation
9) jaay pde dexal) cliy BNA (e 62 2.66 .626
g L) ¢ Sleall,
10)ps8 adie dacall cliy BNA 7 62 2.60 712
laadll gy Jass a sgdas,
11) ey p3ie el clis BNA 62 2.48 718
3500 e g Ul Sleall,
12)hdla avie deall iy BNA e 62 2.61 .583
A o Ola slra ¢ 3laall,
s Juaty) 62 2.5887 45063
Valid N (listwise) 62
Descriptives

Descriptive Statistics

N Mean Std. Deviation
13)p ks pdie deaall cliy BNA 62 2.39 732
) gay Jaal),
14)am pdie deaal) cliy BNA 62 2.32 742
e s 8 ) Allany (p 6 Danll,
15)dstag adie deaal) clis BNA 62 2.45 717
Sl e i g LT 2 Danll,
16)a s adie 4eaall cliy BNA 62 2.48 .718
e mndi Jolall dlial) 6 <l
¢ azll,
5l ) 62 2.4113 .55644
Valid N (listwise) 62




Descriptives

Descriptive Statistics

N

Mean

Yall

Std. Deviation

17 )48 sk Jeall Aakaial) 3 el BNA
et S b)) (& Jalaill agaa,
18 )ikebaal 53l atial Lorill iy
BNA Fiad le dlal g Jaladll
pera,

19)¢) 56liS ke L) liy BNA
(s® S Calile laddl) S a5 L
AT ) Al sl die (g LSS
Jalzill dxa,

20)e) 01 il (3 03 e 5 oanll
A5 e ‘_;ms st Jalal) dza,

21)0) slal )l sall (Al aexiing
pdie Larall cliy BNA g #Shaall e
indy s LAY Laasll,

22)0) Adsilas asia el cliy BNA
e A un o ghea o anll i yeidy
OLiala ¥l 8 Jaladl) 4xa,

23)0) plaial adie deaall el BNA
aalaiiy 8 S Jole cy o kanl)
o YL,

24)) Jalai adie deadll cliy BNA
A e S8 Olaall 3y e S
e

Valid N (listwise)

62

62

62

62

62

62

62

62

62

2.63

2.69

2.68

2.58

2.60

2.76

2.45

2.65

.633

.531

.594

.615

.689

.534

.670

.575
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Regression
Model Summary
Adjusted R Std. Error of the
Model R R Square Square Estimate
1 .8432 711 .691 .25856
a. Predictors: (Constant), 3,13l <l jleall dpadll <l jleall 4 jaall,
Gl g Juaty)
ANOVA®

Model Sum of Squares df Mean Square F Sig.
1 Regression 9.376 4 2.344 35.062 .000°

Residual 3.811 57 .067

Total 13.186 61

a. Dependent Variable: Ll

b. Predictors: (Constant), s_lal_<d 5l & jlgall dpadill &l jleall ad jadl, @il jlea JuaiV)

Coefficients?®
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.

1 (Constant) 426 .218 1.956 .055
Gl gl dpasill .008 A17 .007 .068 .946
Gl lgall 4 yadll .056 107 .058 .521 .604
Gl lge Juai) .394 122 .382 3.230 .002
3l gl 424 .081 .507 5.243 .000

a. Dependent Variable: Ll
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Regression
Model Summary
Adjusted R Std. Error of the
Model R R Square Square Estimate
1 .8422 .709 .700 .25481

a. Predictors: (Constant), s_la)_<ié sl &l jlea Juady)

ANOVA?®
Model Sum of Squares df Mean Square F Sig.
1 Regression 9.356 2 4.678 72.043 .000°
Residual 3.831 59 .065
Total 13.186 61

a. Dependent Variable: Ll

b. Predictors: (Constant), sl sl &l jlea Juaiy)

Coefficients?

Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 453 194 2.330 .023
Gl lge Juai) 429 .089 416 4.811 .000
3l gl 442 .072 .529 6.123 .000

a. Dependent Variable: Ll
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T-Test
Group Statistics
osindl N Mean Std. Deviation = Std. Error Mean
Ll B 35 2.6179 .51444 .08696
Sl 27 2.6435 .40088 .07715

Independent Samples Test

Levene's Test for

Equality of
Variances t-test for Equality of Means
95% Confidence Interval
Mean Std. Error of the Difference
F Sig. t df Sig. (2-tailed)  Difference = Difference  Lower Upper
Ll Equal .029 .864 -214 60 .831 -.02566 .12003 -.26576 .21444
variances
assumed
Equal -221 59.988  .826 -.02566 11625 -.25819 .20687
variances not
assumed
&..J\ gy
Oneway
ANOVA
Lzl
Sum of Squares df Mean Square F Sig.
Between Groups 1.856 3 .619 3.167 .031
Within Groups 11.330 58 195

Total 13.186 61




Oneway

Ll

Sum of Squares

Sig.

Between Groups
Within Groups
Total

.370

Oneway

Ll

Sum of Squares

Sig.

Between Groups
Within Groups
Total

406

Oneway

Ll

Sum of Squares

Sig.

Between Groups
Within Groups
Total

Mean Square F
.230 1.068
215
il )
Mean Square F
213 .986
216
J}.U\ W
Mean Square F
176 .802
.219

.529




COMMENTAIRES EVENTUELS DE L’EVALUATEUR

ELEMENT PRESENTANT UN CERTAIN NOMBRE DE QUALITE
MORALE RECNNAISSABLE A SAVOIR LA DISCIPLINE,
L’ASSUDUITE ET SENS DE COMMUNICATION D’ORIENTATION
ADDITIVEMENT AUX COMPETENCES TECHNIQUES, LE
COLLABORATEUR ASSUME PAFAITEMENT LES TACHES QUI
LUI ONT ETE CONFIES ET MANIFESTE UNE PLYVALENCE
APPRECIABLE DANS TOUTES LES SERVICE.

IL MERITE VIVEMENT UN AVANCEMENT HORIZONTAL.

COMMENTAIRES EVENTUELS DE L’EVALUE

AVIS COMPLEMENTAIRE EVENTUEL DE LA HIERARCHIE DE L’EVALUATEUR

INTITULE/NOM ET PRENOM DATE SIGNATURE

- L’EVALUE .

- EVALUATEUR :



GOURINE KHEDIDJA
Machine à écrire
الملحق رقم (09):وثيقة تقييم الأداء لعمال بنك BNA 


GRILLE D'EVALUATION / PERSONNEL CADRE

SYNTHESE ET EVALUTION GLOBALE

Points a Total des Nombre de Résultat par
Critéres a évaluer attribuer par points par sous-critéres critére
sous-critéres critere ¢valués
[- CONNAISSANCE DE
LA FONCTION
1 —~Connaissance des prérogatives 4
de la fonction. 12 3 4
2- Degré de Maitrise des 4
connaissances acquises
3- Connaissance des autres 4
compartiments -
I1 -PERFORMANCES
TECHNIQUES
1- Expérience professionnelle 3
2-Réalisation des objectifs 3
14 4 3
3-Organisation/planification du travail. 4
4-Capacité d"évaluation des résultats.
4
111- ASPECTS RELATIONNELS
DE LA FONCTION
1-Motivation, 4
2-Sens de la formation. | 3
3-Sens de I'information et de la +
communication 22 6 3
4-Coopération et collaboration avec
les collégues, collaborateurs et 4
autres structures.
5-Sens du commandement. 4
6-Sens du risque. 3
EVALUATION GLOBALE 48 48 | 13 3

i
i
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FICHE D’EVALUATION PERSONNEL CADRE
2023

NOM PRENOM MATRICULE 11732
POSTE CHARGE D’ETUDES CLASSIFICATION 4 6 10 PBIS80

AFFECTATION A.P. LAGHOUAT « 301 » DATE D’ENTREE 20/07/2011

1- EVOLUTION DES COMPETENCES |

Etudes en cours NON

Diplome (s) obtenu (s) Licence en science économique option monnaie, finance et banque
obtenu en 2006 + Master en 2017 option finance et commerce internationale,

Publication / ou travaux divers////

Date et type dernier avancement : avancement Verticale au poste de directeur adjoint BACK
OFFICE en date du 09/02/2022

2- MOBILITE |
Souhaits en matiére de mobilité :
| e .
Autre fonction Du réseau (DRE ou Agence) versune DC - L |
Autre service — D’une Direction Centrale vers Réseau L
Autre siége Ne souhaite pas de changement e
3- ORIENTATION ET PROPOSITIONS I
A. ORIENTATION PERSONNELLE DE CARRIERE
Je désire compléter mon expérience - je suis satisfait de ma e
dans ma spécialité tonction actuelle
Je cherche élargissement de mon | j€ pense pouvoir assumer
Expérience dans d autres spécialités d’autres responsabilités
Je souhaite bénéficier d action (s) de formation |==<
B. ORIENTATION / PROPOSITION DE LA HIERARCHIE
Maintien situation actuelle S Réorientation / Réaffectation L |
Proposition de formation |
C. DECISION DU COMITE DE CARRIERE
Points de bonification individuelle | Avancement échelon
Proposition 1
DATE /SIGNATUREDE LA HIERARCHIE VISA COMITE CARRIERE

1/3
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Rectangle
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Rectangle


